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Chapter 1 – About CounselorMax 

 

1.1 What is CounselorMax? 

 

CounselorMax® (CounselorMax) is first and foremost a client management system 

(CMS).  It allows counselors and agency administrators to manage a client‟s various 

requests for service as a complete end-to-end client lifecycle assistance process.  If you 

are a HUD funded housing counseling agency, you should know that CounselorMax is 

designed to meet all HUD housing counseling requirements. 

 

In CounselorMax, a client is the person you are working with until you conclude your 

work with that person.  A client profile can be created under the Intake tab, Contact 

sub-tab (see Chapter 3 for clarification on tabs and sub-tabs).   

 

A case represents the specific work – e.g., rehab, foreclosure prevention, first time 

home buyer – relating to the client.  A counselor opens a case under Case Data sub-tab 

after creating the client profile via the Intake tab.  At this point, a counselor can perform 

all the education, counseling and loan activities associated with the case.  Note that 

each client can have multiple cases associated with them over the years with an agency, 

but cannot have more than one case open at any one time.  

 

The advantage of CounselorMax is the use of both its tools and resources to manage 

the client‟s case on a daily basis and its full-service counseling support tool to help your 

client.  Ideally, CounselorMax should not be used at the end of the reporting period to 

enter data into the system to meet monthly or quarterly reporting requirements.  Daily 

use of CounselorMax helps you organize your work and ensures better data integrity 

when reporting occurs. 

 

1.2 Why use CounselorMax as a client management system? 

 

CounselorMax is a very good system of choice because it‟s an easy-to-use, web-based 

application which allows for a simple intake process. In addition, you can schedule and 

track educational classes, create outreach campaigns that can be tailored to fit a specific 

need and easily create standard and custom reports. 

 

Working with this application makes the counselor‟s job much easier because 

CounselorMax can be accessed from virtually any location by simply logging on to the 

Internet. 

 

All of an agency‟s client data is in one place with contact information and service history 

accessible to all of the agency‟s staff.  Since the system is web based, it allows for easy 

resolution of technical and administrative issues. 
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Your life as a counselor is made easier through the following features: 

 

Conduct intake electronically.  Electronic intake is much easier than a manual process 

because you can enter prospect data and, within seconds, the database automatically 

initiates new „active‟ client files. This allows for fast assignments or re-assignments and 

speeds up the overall intake process. 

 

Schedule and track educational classes easily. You can enroll and manage 

attendance; view classes and seating availability; and send follow-up correspondence.  

Once the campaign or class has been attended or completed by your client, you can 

generate a certificate of completion through CounselorMax® which may be a requirement 

to receive down payment or other monetary assistance. 

 

Create outreach campaigns. CounselorMax gives agencies the opportunity to leverage 

a variety of outreach features, including functions to create client flyers and client letters 

in English and Spanish. This feature also allows you to assign a group of clients to a 

specific class, generate mass mailings and record client responses.  

 

Create accurate standard and customized reports.  Agencies can generate standard 

reports (including the HUD 9902) and design custom reports through CounselorMax. 

Agencies can report outcomes to respond to the different reporting requirements of 

funders. This allows agencies to show results of their specific programs and services 

which in turn may create funding opportunities. The system also has controls in place to 

ensure that agencies collect the data needed to easily produce accurate reports. 

 

Effectiveness: By automating client intake and financial analysis, CounselorMax use 

will standardize and improve the quality of housing counseling provided by HCAs. This 

makes it easier for another counselor to handle your client if you are out of office. 

 

Record Keeping Efficiency: Record keeping will be greatly simplified for counseling 

agencies by the automated intake and file creation possible through CounselorMax use. 

You create and update client files through CounselorMax as counseling occurs. 

 

Simplified Reporting: CounselorMax electronic files automate reporting, minimizing the 

time burden associated with data collection and submission, and improving the quality of 

the data submitted. Electronic files make possible the submission of required data fields 

at the touch of a button.  This is important for you and your fellow counselors to continue 

receiving grants and funding. 

  

Impact of Counseling: Client level data also allows funders to track and document the 

long-term impact of counseling on households. This data will help justify program 

appropriations. 
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CounselorMax supports the following specific National Industry Standards for minimum 

Housing Counseling Activities: 

 

1. Perform intake. 

2. Conduct accurate needs assessment. 

3. Document household income and expenses. 

4. Determine household debt level. 

5. Review credit reports. 

6. Identify credit challenges. 

7. Determine and document household savings. 

8. Develop a household budget. 

9. Analyze budget and recommend modification. 

10. Conduct various calculations including affordability based on income & debt. 

11. Develop a written action plan. 

12. Provide client follow up. 

13. Make referrals for additional services needed by client. 

14. Provide client information on delinquency/foreclosure services or referral 

information for these services. 

 

1.3 What are examples of how CounselorMax can be effective with my clients? 

 

 Easy set up of new active client files. 

 Fully customizable budget worksheets, educational tools, and outreach materials. 

 The ability to create, enroll, track and manage all education activities at the 

agency and client level. 

 Fully interactive calendar for meetings, calls, events, outreach and other 

activities. 

 Multi-lingual (English & Spanish) outreach materials and mailings that can be 

created and/or customized. 

 The ability to create standard (including HUD 9902, NFMC and NeighborWorks 

America specific) and custom reports using accurate data. 

 Guidance & Planning System (“GPS”) – This supplemental tool acts as an 

overlay on CounselorMax that provide counselors with additional details and 

functionalities.   

 

These easy work steps ensure organizations are compliant with the industry standards. 
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1.4 Highlights of the Guide 

 

 Counselors can use the guide both as a “how to” guide and as a reference guide 

to answer those questions that come up in the course of performing a function. 

 The content is set up to walk you through the Classic CounselorMax interface 

when working with your client. Chapter 12 describes the Guidance & Planning 

System module that you may be required to use for your counseling activities.  

 The chapters represent common process flow.  However, keep in mind, that 

there is no required order and you can jump around from tab to tab, as your 

workload requires. The features are as flexible as you need them to be and how 

and when you use the features is ultimately up to you. 

 Each chapter describes the CounselorMax functions in business context, 

explains the whys and the how to guide you in meeting your counseling work 

needs.  

 

NOTE:  CounselorMax has a detailed “click-by-click” On-line Help also. 

 

1.5 What do I need to run CounselorMax? 

 

 As long as you have Internet Explorer (“IE”) 6 or greater, you can use 

CounselorMax 

 CounselorMax security settings will only work on IE; thus, other browsers cannot 

support the application. 

 CounselorMax is not supported on Apple Operating Systems (i.e. Mac) 
 

1.6 Security 

 

Data 

All client and financial data is securely encrypted. The data is stored at a central secured 

location and all sensitive information entered is encrypted. CounselorMax has a range of 

setup options to meet the needs of your agency.  This guide assumes that someone 

from your agency has attended the administrative training to do the setup and that all 

required licenses have been obtained.   

 

Login 

Although CounselorMax can store your login password, NeighborWorks strongly 

recommends that you do not use this feature in order to reduce the potential for fraud by 

unauthorized users.  Although others may know your Login, only you know your 

password. Please remember to secure your password. If you believe your password has 

been compromised; change your password immediately. The change password function 

is located on the login screen. 
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Licenses 

CounselorMax is designed to track progress of each counselor doing their work through 

the control of one license for each counselor. CounselorMax is not designed to have 

multiple counselors use a single license.  If licenses and Login have not been obtained, 

then you will need to work with your CounselorMax administrator and have them contact 

NeighborWorks Help Desk at 866-720-1807 before you can begin using the system. 

 

NOTE:  A CounselorMax License comes with 5 user seats. 1 license equals 5 users.                       

Additional users need to obtain additional licenses. 

 

Server 

The CounselorMax database is hosted in Virginia by Dynaxys Application 
(www.dynaxys.com).  This is a professional Web hosting site with 30 years experience 
with numerous government organizations, private and non-profit clients.  They host other 
applications for NeighborWorks and many other clients including HUD, FDIC and 
PriceWaterhouseCoopers, to name a few.  
 
The Dynaxys technicians and DBAs are responsible for maintaining and monitoring the 
server and the application.  In addition, NeighborWorks works with software vendor for 
ongoing development of the application.  They have sophisticated monitoring systems in 
place to ensure uptime and to preempt problems.  NeighborWorks routinely receives 
performance monitoring reports and emails from them if any unexpected spike in usage 
or performance is detected.   
 

Dynaxys uses industry leading firewalls in a redundant/failover configuration.  The 
firewalls are configured using default deny and least privilege policies. 
 

1.7 What if I need additional Help? 

 

The following are the resources available to counselors: 

 

 Resources tab in CounselorMax 

 On-line help on the main page of CounselorMax 

 
Help  

 Support Desk 

o You can contact the Support Desk during business hours between 8:00am 

and 5:00pm EST Monday through Friday. Please provide your name, 

number, organization, and issue for assistance.  

o The Support Desk email is CounselorMaxSupport@nw.org and phone 

number 866-720-1807 Option 1. 

o Support Requests response time is very quick and does not extend beyond 

24 hours.  Note that the office is closed on all Federal Holidays. 

 

For additional information or guidance, click on the link displayed below: 

www.counselormax.com 

http://www.counselormax.com/HCPDemo/Index.asp
mailto:CounselorMaxSupport@nw.org
http://www.counselormax.com/
http://www.counselormax.com/HCPDemo


CounselorMax User Guide 

September 7, 2010 Chapter 2:  Getting Started with CounselorMax®             Page 6 
 

Chapter 2 – Getting Started with CounselorMax® 

 
2.1 Brower Setting for CounselorMax 
 
As noted in Chapter 1, you need IE 6 or greater to use CounselorMax.  Below is the 
browser settings instruction for the most commonly used IE 8. 
 
 
Internet Explorer 8 Browser Settings = Important 
 

 #1 Compatibility View 
Tools> Compatibility View Settings> Add http://www.counselormax.net> OK 

 #2 On the browser Menu > Tools > Internet Options 2 steps: Security Tab & Privacy 

Tab 
 

 Security Tab 
o Select the SECURITY Tab 
o Click “Trusted Sites Logo 
o Click the “Sites Button” 
o Add CounselorMax.net and 
o UN-check box called „Require server verification‟ 
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 Privacy Tab 

 On the browser Menu > Tools > Internet Options 

 Select the Privacy Tab 

 Click on Sites button 
 

 
 

 

 Add CounselorMax.net 

 Select Allow 

 OK 
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2.2 Logging into CounselorMax 
 
Login 
 
Once you have your Login and temporary password information, type in the following 
URL: https://www.counselormax.net  on your browser to get access to the 
CounselorMax login page. 
 
Tip: Since this is a browser-based application, any supported browser listed in chapter 1 
can be used from any location. 

 

 
 
 

NOTE:  Although CounselorMax can store your login password, NeighborWorks strongly 

recommends that you do not use this feature in order to reduce the potential for fraud by 

unauthorized users.  

 
If you forget your login or password, you can click on the Lost Password link on the 
bottom of the screen above and you will be prompted with the following page: 
 

Login & Password - the 
password should be at 
least 8 characters long 
& must be a mix of 
letters and numbers. Lost Password 

link  

Store Password 
checkbox 
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Logging out of CounselorMax  

 

Before you log out of CounselorMax, complete and save your work. Note that after 30 

minutes of inactivity, CounselorMax will log you out automatically. You must return to 

the login screen and log back in.  

 

2.3 Navigating through CounselorMax 

 

This section covers some general overview of the CounselorMax application.  Chapters 

4 through 13 will cover each of the main work service paths in CounselorMax. 

 

Conventions used 

 

Screen shots are an important part of the guide and are included as you walk through 

the steps described in the guide. These will help you to not only visualize where you are 

in the system but also focus on the particular screen that supports the functions being 

described. Sometimes the entire screen is displayed as shown here or just those parts of 

the screen that the narrative is describing. 

 

CounselorMax has three major navigation areas on the home page: 

 

1. Work Tabs – across the top of the screen on CounselorMax shown below, the major 

work service paths are: Client, Outreach, Intake, Education, Counseling, Loan, 

Resources, and Reporting. 

 

Enter your email address used 
to register in order to receive a 
new temporary password.  
CounselorMax will prompt you 
to change your temporary 
password during your next 
login. 
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2. Left Side Navigation – along the left side displays all the clients for the agency. 

Clients can be filtered by status of their cases, etc.  

3. Main Work Space – used to for data entering, processing, searching and 

manipulation.  Remember to always save each page as you go along. 

 

 

  
 

 

There are two basic modes in CounselorMax, Global Mode and Client Mode.  

Additional functions are available under Admin Menu for users with administrative 

access privileges and Legacy Clients for organizations entering existing clients in 

CounselorMax from different systems.  Below are the general descriptions of the three 

modes:  

 

Global Mode - The Global Mode button, on the bottom left corner of home page above, 

allows you to move between client mode and global mode.  On the Counseling tab, you 

can assign one or more clients to a counselor using two criteria: service path and/or 

assigned counselors. In Global Mode, you are performing tasks or functions on an 

agency level.  The Global Mode button allows you to switch between client mode and 

global mode. 

 

Left Side Navigation 
provides the Quick Client 
Search and on-line Help 

Main Work Space to 
enter & retrieve 
data, both in Client 
& Global Mode 

Work Tabs 
represent the 
main work areas  
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Client Mode - In Client Mode, you can perform all client level functions including 

scheduling meetings, follow-ups, classes, counseling sessions, budgeting, loan level 

details and case resolution. 

 

NOTE:  In Client Mode only, the Guided Counseling checkbox will appear in the Menu 

Bar on the bottom left side of the screen.  This Guidance & Planning System (“GPS”) 

will be a linear interface for entering and updating case data for the selected client.  

When you click on the GPS checkbox, CounselorMax will take you to the Work Plan 

generated previously for the client being counseled (see Chapter 12 for more details). 

 

 
 

 

Admin Menu - The administration menu, shown as Admin Menu link on the bottom left 

corner of home page, is strictly utilized by CounselorMax users with Admin privileges for 

setting up and customizing CounselorMax with agency specific information for the 

agency‟s entire office.  See Chapter 13 for details on Admin Menu functionalities.  

 

Legacy Clients link shown on the bottom left corner of the screen below Logout link is 

visible only if this feature is available to your organization.  CounselorMax does permit 

backdating client creation, case creation and HUD9902 resolution dates which may be 

required if the counselors want to enter the historical data from a different system in 
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CounselorMax.  Below is the screen that pops up when the counselor clicks the Legacy 

Clients link.  

 

 
This screen shows two links:  Legacy Clients and Legacy Cases.  Legacy client 

information is required to be captured first using the Legacy Clients screen before 

Legacy Case can be completed.  After the initial entry of historical client and client case 

information into CounselorMax, counselors can use CounselorMax for any on-going 

events and activities for these clients.  

 

 

Overview of Identify Clients 

 

See below the Identify Clients section that appears on the left side of the main screen 

in CounselorMax: 

 

 
These sections always appear on the left side regardless of the tab you are in. 
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A client can be in different stages in counseling and are denoted by 5 statuses used in 

CounselorMax.  Each checkbox allows you to filter the clients: 

 

1. All – all clients 

2. In process – a client is being actively managed in the CounselorMax system 

3. Closed – this is no longer an active case. A new case can be opened for a client 

regardless of the history previous (closed) cases 

4. Prospect -  anyone that does not have an Intake in the system can be a 

prospect which allows for Outreach and Education services 

5. Suspended – not closed but suspended for potential future re-activation. Should 

you inadvertently open a 2nd case without resolving (closing) the current case, 

you will be prompted to suspend the current case so you may proceed with the 

new, second case. 

 

NOTE:  There can be no more than one “in process” case per client.   
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Chapter 3 – Overview of Major Functions 

  

3.1 Modes, Tabs & Functions 

 

As discussed in Chapter 2, CounselorMax has two primary modes, Global Mode and 

Client Mode, used for its various functions and counseling activities.  In addition, the 

Admin Menu is available only for person(s) designated as a CounselorMax 

administrator. 

 

Note: Both Global and Client mode functionality can be accessed throughout all tabs 

within the system with some exceptions noted below. The tabs within CounselorMax are 

Calendar, Outreach, Intake, Education, Counseling, Loan, Resources and 

Reporting.  

 

You can jump around from tab to tab. 

 

 
 

 

 

 

 

 

Tabs appear 
on top of 
the screen 
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3.2 An Overview of the Work Tabs (main work service paths) 

 

Calendar Tab (Details in Chapter 4) 

 

The Calendar tab allows the user to track all scheduling needs. You can follow up on 

meetings, classes, phone calls, reminders. 

.  

In the Global Mode you can set calendar events for yourself and other office staff.  

 

 
 

 

 The reminder function allows you to set up various tasks and display a certain 

number of days in which to accomplish those tasks. You also have the capability to 

edit or delete reminders.  

 The event function allows you to set up various types of “Events” to the calendar for 

a specific date and time.  

 The view staff function allows you to view staff member schedules in order to 

schedule an event during an open time for all members.  
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In the Client Mode, you can perform the following functions: 

  

 
 

 

 

 Client Schedule allows you to make changes to client schedules 

 Client History allows you to track the classes a client is scheduled to attend. 

 Client log allows you to keep track of conversations with clients during the normal 

process of housing counseling.  Using the log is recommended because it allows you 

to track actual time spent with the client and is done after events take place rather 

than the calendar which would require constant updating if used as the primary 

means of client activity tracking.   
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Outreach Tab (Details in Chapter 5) 

 

In Global Mode, the Outreach tab allows you to create a new prospect (client), 

distribute outreach materials, create mailing labels and distribute outreach materials to 

potential clients.  

 

The screen below shows the Add New Prospect section of the Outreach tab where the 

counselor may create a new client by completing the required fields. 
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In Client Mode, the Outreach tab allows you to view the client information created 

under the Global Mode.  This screen allows you to edit and save client information or 

delete the client by clicking on the Save Changes or Delete button at the bottom of the 

screen depicted below. 

 
 

 

This tab also shows outreach materials have been distributed, displays client outreach 

efforts and tracks the history of custom letters that have been created and sent.  For 

example, the Distribute Outreach Material section, shown below, stores multiple 

marketing materials so you can distribute them to potential clients. 
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The Display Client‟s Outreach Exposure section shows what outreach programs the 

client has been exposed to while the Custom Letter History section displays any custom 

letters that the client has received from the agency.  See Chapter 5 for detailed 

discussions on these functionalities under the Outreach tab.  

 

NOTE: The marketing materials can be in multiple languages to more effectively market 

to your client (see the Distribute Outreach Material screen above under each Program 

Title). CounselorMax has English and Spanish as default languages.  However 

additional languages can be added in the Admin Menu to reflect the demographics of the 

populations your agency serves. CounselorMax cannot translate languages. 

 

 

Intake Tab (Details in Chapter 6) 

 

As introduced in Chapter 1, the Intake tab is used to on-board a client into the agency‟s 

programs and services. This approach allows for one standard that is used for all clients.   

 

The Intake tab contains sub-tabs.  As the term implies, these sub-tabs, Contact, Case 

Data and Co-App are different screens contained within the Intake Work tab.   

 

The Intake tab defaults to the Global Mode screen but all the functionalities reside in 

Client Mode.  The screen contains the Contact sub-tab identical to the Contact screen 

in the Outreach tab.  However, the Intake screen shows two additional tabs: Case Data 

and Co-Apps. 

 

 
 

 

Counselors can add new clients by completing the Contact tab (and Co-App tab if there 

is a co-applicant).  In the same session, the counselors can start a case for the client by 

completing the Case Data tab. 

 

The additional 
sub-tabs for 
Intake 

 



CounselorMax User Guide 

September 7, 2010 Chapter 3: Overview of Major Functions             Page 21 
 

In the Client Mode, the “Intake” tab allows counselors to create a case for the existing 

client under Case Data tab.   

 

 
 

 

The Case Data tab contains Service Required, Demographics and Financial Info 

sections with required data to open the case. 

 

 
 

Refer to Chapter 6 for a more in-depth discussion on this topic. 
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Education Tab (Details in Chapter 7) 

 

 The education tab shows the classes that have been created in the system by the 

administrator.  It lists the classes by title, day, date, location, number of seats available 

and the language it will be delivered in.  

 

 

In Global Mode, the counselors can view all the available classes and series of classes. 
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The counselors can notify clients to enroll in an education session and track the enrolled 

and attended statuses. On the screen above, click on Filter Based on Service Types 

checkbox to view education sessions on a specific service type.   
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In Client Mode, the Education tab displays three checkboxes:  Classes, Display 

Client‟s Education and Record & Print Certificates.  The Education tab defaults to 

Display Client‟s Education checkbox which allows counselors to view the education 

history or resolve an issue relating to education for a client. 

 

 
 

This checkbox allows the tracking of individuals who have attended specific classes for 

future reporting purposes.  Counselors can also notify, enroll, and mark attendance 

status on a class or series of classes for a specific client by clicking on the Classes 

checkbox.  
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Finally, the counselors can record and print certificates for completion of a class or 

series under Record & Print Certificates checkbox. 
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Counseling Tab (Details in Chapter 8) 

 

In Global Mode, counselors or Admin can assign or reassign counselors for one or 

more clients. 

 

 
 

 

Above, you see two filters you can use to select clients to be assigned to a counselor: 

 

1) Service Path - clients may be assigned to a counselor using the Service Path filter 

on the upper left pull-down selection (defaults to All Service Paths).  

2) Assigned Counselor - individual clients may be reassigned to a new counselor 

(from the existing counselor assignment) using the Assigned Counselor filter on the 

upper right pull-down selection (defaults to All Counselors).  

 

With or without the filters described above, counselors can assign one or more clients to 

another counselor by selecting the client(s) under “Press the „Ctrl‟ button to select 

more than one client” list and assigning a counselor under the New Counselors drop-

down list.  

 

NOTE:  The current version of CounselorMax does not have restricted access for this 

function so any counselor can make counselor reassignments for other counselors.  

Also, this version does not have electronic notification function for sending counselors 

new client assignment information. 
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In Client Mode, counselors can perform the following tasks: prepare client log, case 

profile, and budget; use tools, do prequalification, and prepare work plans. 

 

 
 

 

The Counseling tab is also used to capture client data, profile information, and budget 

info to pre-qualify clients for specific programs and develop a work plan that will lead to 

case resolution.  

 

NOTE:  GPS functions will be covered separately in detail in Chapter 12 (Guidance & 

Planning System (GPS) checkbox □). 
 

 

The Counseling 
Functions appear 
after Clicking on 
Counseling Tab 
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Loan Tab (Details in Chapter 9) 

 

The loan tab captures all pertinent data necessary to successfully close a mortgage 

loan. 

 

In Client Mode, the Loan function will not be available until you create an active case by 

completing the Case Data page under the Intake tab or Reactivates a closed case for 

the selected client.  Once your client has an active case, you can order and view credit 

reports, view case profile and closing information, fill out the loan program information 

and property information and finally download an .FNM file (see Chapter 9 for details on 

FNM file). 

 

 

 
 

 

NOTE:  The Loan tab has no functionality in Global Mode. 

 

 

Resources Tab (Details in Chapter 10)  

 

A number of resources are available both online and by phone including: 

 Frequently asked questions (FAQs) 

 User Guide 

 Job Aids 

 Other resources 

 

These are examples of the resources available.  You should visit the Resources tab 

periodically for updated information. 

 

NOTE:  The Resource tab has no functionality in Client Mode. 

The Loan Functions 
appear after Clicking on 
Loan Tab 
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Reporting Tab (Details in Chapter 11) 

 

In Global Mode, the reporting tab is used to create custom reports and select standard 

reports such as the HUD 9902 report (both quarterly and year to date), CARS report, 

NFMC report and NW Compliance report.  

 

  
 

You also have the functionality to view, edit or delete reports. You can also print letters, 

view reminders and client logs.  The view for the Reporting tab may vary organization to 

organization. 

 

NOTE:  The Reporting tab has no functionality in Client Mode. 

 

 

Guidance and Planning System “GPS” (Details in Chapter 12) 

 

Guidance & Planning System (“GPS”) is a supplemental tool that acts as an overlay 
on Classic CounselorMax that provides counselors with additional details and 
functionalities.  The basic premise is that it puts all of the necessary steps or “tasks” 
required to serve a client within easy reach. It creates a “task” for each step in the 
service path and creates a link to the data entry form(s) for each task right on the work 
plan. This way you don‟t need to remember all of the sometimes complex steps to 
resolving a client or how to navigate to a specific data entry form...  
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GPS for Mortgage Default module (“GPS”) is accessible in Classic CounselorMax and is 
available to everyone.  In addition to GPS, the full GPS module (“Full GPS”) offers 
additional services:  New Home Buyer Service, Rehab Service and Other Client 
Services.  The Full GPS is only available to NeighborWorks agencies or any other 
agencies that opted to install GPS. 
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Chapter 4 – Calendar 
 
The Calendar tab is the first screen that you should see when logging into 
CounselorMax.  The Calendar tab defaults to the Global Mode with the counselor‟s 
name and the globe icon at the top of the screen.   
 
4.1 Global Mode 

 

In Global Mode, there are two main sections of the Calendar: Reminders section on top 

and the current month‟s calendar on the bottom.  See below: 

  

 

 

You can look at your 
own or others. Defaults 
to Today’s Date 

These are your 
reminders & 
shows days past 
due 
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4.1.1 Reminders 

 

This section lists a running tally of all events, past, present and future that have either 

not been completed and or are marked as „Done‟ with the appropriate number of 

minutes spent with the client entered.  In addition, the counselor can view, add, edit or 

delete any reminders of client-related activities from that screen.   

NOTE:  Because you will be using CounselorMax to support multiple clients at any one 

given time, you may find the Reminders a useful tool to remind yourself and/or your 

colleagues to do a task or a reminder to complete an activity. 

 

 

4.1.2 Calendar 

 

The bottom section displays the current month‟s calendar of all of the counselor‟s events 

- Appointments, Meetings, Calls, Training, Classes and Workshop with his/her 

clients. 
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In order to view the detailed events, the counselor can click on a specific date and the 

calendar will display the counselor‟s events as shown below: 

 

 
 

 

On the above screen, counselors can add new event by checking Add Event checkbox, 

view all staffs‟ events by checking View All Staffs‟ Events for This Day checkbox or 

click on the Back to Calendar button to return to current month‟s calendar view. 

 

4.2 Client Mode 

 

Once the counselor selects a client, the Calendar tab will enter the Client Mode.   

 

As shown below, the Calendar tab shows the client‟s name, current address, client 

number and client case number.  It is important to verify that this information is current 

and accurate before proceeding with additional tasks. 
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This screen above also displays the client‟s language, service path and counselor 

assignment information. 

 

NOTE:  In Client Mode, you have access to all client level functions on the calendar tab. 

 

 

4.2.1 Reminders 

 

When the counselor selects a client as shown on the screen above, the Client Mode 

screen is displayed as shown above with the Reminders checkbox already checked.  

Any reminders specific to the client appears.  You can also add, edit, delete and 

complete any reminders as needed. 

 

NOTE:  All your clients‟ reminders appear in the Global Mode whereas all reminders 

specific to one client appear in the Client Mode. 
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4.2.2 Client Schedule 

 

When the Client Schedule checkbox is selected, all of the client‟s scheduled events for 

the current calendar month appear as shown on the screen below.   

 

 
 

 

The color coded event labels with corresponding color coded dots are shown on the top 

right corner of the calendar.  These dots are also shown on the specific event dates on 

the calendar. 

 

Click on any date 
and the next 
screen appears 
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To view the details of any client event, simply click on the date with the specific event 

scheduled.  For example, if you click on the date checkbox for June 18, 2010 as shown 

above, a window will appear with event type, description and other information as shown 

below: 

 

 

The counselor can utilize this screen to cancel or edit the event by clicking on the 

Cancel or Edit checkbox, add a specific event for this client by clicking the Add Event 

or View All Staffs‟ Events for This Day checkbox. 

 

For example, if you want to add an event for your client, click on Add Event checkbox 

within the specific date you clicked and the screen displays event fields under Add Event 

as follows: 

 

 
 

Add the details on the new event and click “OK” to save. 

Information for 
the date clicked  
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4.2.3 Client History 

 

When the Client History checkbox is selected, the screen displays all of the historical 

and scheduled events as well as the activities for the selected client. 

 

 
 

4.2.4 Client Log 

 

The Client Log is used to record all activities and the amount of time spent with each 

client.  The summary is a record typed by the counselor detailing the interaction with the 

client. 
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For example, the screen above shows the activities of a client under the Client Log 

checkbox.  If you want to add a new activity under Client Log, click on the Add checkbox 

within the Client Log checkbox and you should see the following screen: 

 

 

 

Enter the client activity information in the above pop up screen and then click “OK” 

button to save. 

NOTE:  Using the client log consistently and entering data timely and accurately result in 

more accurate reporting.   
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Chapter 5 – Outreach 

 
The Outreach tab allows the counselors to create new prospects and to manage and 
distribute marketing materials to potential clients.   
 
5.1 Global Mode 

 
When you click on the Outreach tab, the following screen appears in Global Mode: 
 

 

 

5.1.1 Add New Prospect 

 

This screen defaults to the Add New Prospect view.  Counselors can enter new 

prospects (i.e., potential clients) into the system whether they are referrals or new 

prospects for Intake.   

 

The Add New Prospect checkbox is the foundation of the client data input process. This 

screen captures all client contact information like name, address, phone numbers, 

preferred language of communication, sponsor information, email address and purpose.  

All the required fields need be completed.  The information will not be saved unless the 

counselor clicks on the Save button. 



CounselorMax User Guide 

September 7, 2010 Chapter 5: Outreach              Page 40 
 

 

 4  

 

 

TIP: Don‟t forget to invoke the online Help to determine on field-by-field and values 

required in the fields 

 

NOTE:  The New Client checkbox on the bottom left side of the screen can be clicked at 

any time and on any tab and CounselorMax should open up the Add New Prospect box 

in Global Mode under the Outreach tab. 

 

 

 

 

 

 

 

 

 

 

 

 

 

These two fields are drop-down 
fields with selections available only 
after your Admin creates them 
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5.1.2 Distribute Outreach Material 

 

When you click on the Distribute Outreach Material checkbox, the screen displays all 

the marketing materials that have been created by your Admin and are available for 

distribution to potential clients.  Also, the marketing materials may be available in 

languages other than English provided your Admin has set them up. 

 

 

 

As seen above, counselors have the ability to distribute „Existing Fliers‟ after viewing 

the existing marketing materials by clicking on the checkbox under „Distribute‟ with the 

corresponding program. 
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5.1.3 Mailing Labels 

 

Counselors can click on the Mailing Labels checkbox to create mailing labels for clients 

to use for mailing out the marketing materials.  This checkbox allows counselors to send 

outreach material by client status (fulfilled, in-process, prospect and suspended) by 

outreach sponsor, and by date of last activity. 

 

 
 

 

Under the Mailing Labels checkbox, three different pull-down menu bars can be used to 

filter client‟s names as shown above:  

 Client Status – use this filter to view clients that are either fulfilled, in process, 

prospects, or suspended. 

 Outreach Sponsor – use this filter to view only those clients with a specific 

Outreach Sponsor.  

 Date of Last Activity – use this filter to further reduce the list of clients based on 

the month and year of last activity. 
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See below a close up of the screen under the Mailing Labels checkbox: 

 
 

 

Whether the counselors use the client name filters or not, they can select a single client 

or multiple clients on the client list to send out fliers corresponding to the outreach 

efforts.   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

A link to 
show you 
how to print 
labels 
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5.2 Client Mode 

 

To cross over from Global Mode to the Client Mode on the Outreach tab, counselors 

can select any of the clients listed on the left side under Quick Client Search.  This will 

take you to the Client Mode with the default screen as seen below: 

 
 

 

5.2.1 Contact Information 

 

The main Outreach screen in Client Mode opens up the Contact Information 

checkbox as shown above.  This section allows counselors to edit the client contact 

information and save by clicking the Save Changes button. 
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5.2.2 Display Outreach Material 

 

This section is exactly the same in Client Mode as in Global Mode.  An exception is that 

when you click on the Distribute checkbox in Client Mode, the outreach material can be 

distributed to the specific client you have selected.  

 

 
 

 

5.2.3 Display Client‟s Outreach Exposure 

 

The Display Client‟s Outreach Exposure checkbox displays the outreach material the 

selected client has had exposure to and shows the date the material was printed for that 

particular client. 
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5.2.4 Customer Letter History 

 

This section lists the letters the counselors sent to the client, the person who sent the 

letter and the date of the letters were distributed. 
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Chapter 6 – Intake 

 

Once a prospect has responded to any outreach effort, counselors may gather additional 

information on this person. If no information has been collected previously, you can click 

on the Intake tab and the screen displays the Contact screen identical to the screen in 

the Outreach tab‟s Add New Prospect checkbox. However, in addition to the Contact 

screen (“sub-tab”), the Intake tab contains two additional sub-tabs, Case Data and Co-

App tabs.  See below: 
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6.1 Global Mode 

 

The Global Mode is the default view under the Intake tab.  However, there are no 

functions in the Global Mode under Intake. 

 

6.2 Client Mode 

 

While in Client Mode you will be able to: 

 Add or edit client contact information under the Contact sub-tab 

 Add or edit client case data under the Case Data sub-tab 

 Add or edit co-applicant information under Co-App sub-tab 

 

 

 

 

Note the 
Co-applicant 
Tab 
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When you click on the Case Data sub-tab the following popup screen appears: 

 

 
 

The required fields (indicated with a red *) within the Case Data tab are Service Type, 

Total Co-apps, Referral Source, Race, Number in Household, Gender, Birth Date, 

Household Income, County (i.e. MSA) and Current Residence. 

 

The following fields contain drop-down menus as follows: 

 

 Service Type – Education, Home Purchase, Homeowner Services, Mortgage 

Default/Early Delinquency, Rental Counseling Homeless Services. 

 Case Term – Long Term, Mid Term Short Term (Case Term can be updated and 

monitored throughout the process at any point prior to Case Resolution) 

 Referral Source – Lender, Mailer, HUD Website etc.   

 Race – Example: White Non-Hispanic, Black non-Hispanic.  This field is required for 

HUD 9902 reporting and is an official category for HUD reporting on both race and 

ethnicity. 

 Number in Household – 1 thru 8+  

 Ethnicity – Refers to heritage and culture.  This field is for information purposes only 

and is not required for HUD 9902 reporting. 

The red “*” 

indicates 

required entry 
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 Education – Ranging from none to GED to P.H D. 

 Marital Status – Divorced, Female Head of Household, Male Head of Household, 
Married, Single, Widowed. 

 County of Residence (this is really the MSA) – Used to determine census tract 
and possible grant or other funding possibilities. 

 Current Residence – Lease, Own or Rent, Empowerment Zone, Enterprise Zone. 
 

NOTE:  You will notice two different colors in the drop-down options. The options in 
black are standard in CounselorMax and used for HUD reporting and tracking. The 
options in red are those which have been added by your agency Admin and are not 
used for HUD reporting and tracking.
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Chapter 7 – Education 

 

On the Education tab, you can enroll individuals who respond to outreach efforts that 

were sent via the Outreach tab. You can also view all available classes and series of 

classes and sort them based on “Service Type.”  The individuals attending specific 

classes are tracked for future reporting purposes. 

 

 When you click on the Education tab, the default screen is in Global Mode.  In both 

Global and Client Mode you can view classes by title, day, date, location, number of 

seats available and language. 

 

You can view the roster for a class, course or series, notify clients of an upcoming class, 

enroll a client in a class, course or series and list the attendance of clients in a class, 

course or series. 

 

NOTE: All class and class series are set up by your CounselorMax administrator.  

 

7.1 Global Mode 

 

In Global Mode, there is only one selection checkbox – Classes.  You will see class 

series functionalities and can click on „Notify‟, „Enroll‟, or „Mark attended‟ a client for 

all classes within a series at one time or for a single class within that series.  

 

 

 

 

NOTE:  The Global Mode allows you to notify and enroll multiple clients while the Client 
Mode allows you to notify or enroll one client you have selected. 
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7.1.1 Roster Icon 

 

To review an existing class or series of classes to check the status of who has already 

enrolled, click on the Roster icon next to the appropriate class. This will retrieve the list 

of individuals who have been enrolled. 
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7.1.2 Notify 

 

The Notify checkbox allows you to print and mail the flier to your clients. Once you click 

on the Notify checkbox next to the corresponding class or series you would like your 

client to take, the following screen appears:  

 

 

  

You can either select all the clients by clicking the “Select all Clients” checkbox above 

the names of all the clients or select names individually by holding down the “Ctrl” key 

and clicking on specific client(s).  Once selected and displayed, click on the „Notify‟ 

Button to preview the fliers prior to printing. If the flier is acceptable, then click the File 

menu on your browser (upper left) and then print. 

 

NOTE:  The Notify Button in red circle above is just a marketing function.  In order to 

actually send out notifications, your Admin should have created a notification letter 

template already in the system. 
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7.1.3 Enroll 

 

Once the counselor has decided on the class or series of classes, the counselor can use 

the “Enroll” function to enroll multiple clients into a series of classes or just an individual 

class.  

 

Click on the Enroll checkbox next to the corresponding class you are interested in. 

Counselors can either select all the clients by clicking the “Select all Clients” checkbox 

above the names of all the clients or counselors can select names individually by 

holding down the “Ctrl” key and clicking on client‟s names. Once client names have been 

displayed, click on the Enroll button.  

 

An enrollment reminder letter is automatically generated. 

 

 

 

 

 

 

 

 

 

 



CounselorMax User Guide 

September 7, 2010 Chapter 7: Education              Page 55 
 

7.1.4 Attnd  

 

This checkbox allows you to record attendance for a group of clients.  Once you have a 

list of all the people who have attended a specific class, go to the Education tab and 

click on the “Attended” checkbox corresponding with the appropriate class or series of 

classes. This provides the counselor a new screen that shows all the people that were 

enrolled for the class. Click the checkbox under “Attended” by the names of those who 

attended.  

 

Click “OK” to save. 
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7.2 Client Mode 

 

The Education tab defaults to the screen corresponding to the Display Client‟s 

Education checkbox in the Client Mode.  There are two additional checkboxes 

available in Client Mode: Classes and Print Certificate.  See the default screen below: 

 

 
 

 

In Client Mode, you can notify, enroll, and mark attended for a specific client to a class 

or series of classes. You can also view their Education history or even resolve their 

Education case.  The last checkbox on Education tab under Client Mode allows 

counselors to print attendance certificate for the client. 

 

 

7.2.1 Classes 

 

Similar to the Global Mode, Classes in Client Mode displays a list of classes.  

However, as mentioned previously, you are limited to utilizing Notify, Enroll and Attnd 

functions for one selected client in Client Mode.   
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7.2.1.1 Notify 

 

By clicking on the Notify checkbox, you can send notification of a class to the client.  

See below a step by step example: 

 

1. Select the desired client from the Quick Client Search on Left Side Navigation 

by clicking on the name.  

 

 

 

2. Click on the checkbox next to Classes located at the top left of the screen.  Click 

the checkbox under “Notify” column next to the appropriate class or series of 

classes. 
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3. Select the letter you want to preview prior to printing.  

 

 
 

4. Click the Print icon or E-mail icon to notify your client. 
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7.2.1.2 Enroll 

 

To assign a specific client to a specific class or series of classes, ensure that correct 

client file has been selected before proceeding. Once certain, click on the “Enroll” radio 

button corresponding to the appropriate class (refer to the screenshot in Section 7.2.1.1., 

Step 1).  The preview window will pop up with the flier for mailing regarding the class. If 

the flier is acceptable, then click the File button on your browser and then print. 

 

 

7.2.1.3 Attnd 

 

 

 

 

To record the attendance of a specific client in a specific class or series of classes, be 

sure that the correct client has been selected before proceeding.  Then click on the 

Attnd checkbox corresponding to the appropriate class.  This triggers another screen to 

pop up with the clients name and their co-applicant (if applicable).  Click the checkbox 

under Attnd next to each individual who attended the class or series of classes. Click 

“OK” to save. 

 

NOTE:  You should click Attnd checkbox only after your client has actually attended the 

class. 
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7.2.2 Display Client‟s Education 

 

Within the Client Mode on the Education tab, you are able to see all of your Client‟s 

Education classes and series of classes that the client has been notified of, enrolled in or 

have attended.  

 

 

 

NOTE: Only the latest status is displayed. 
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7.2.3 Record & Print Certificate 

 

After your client attends the class and you record the attendance, you can click on the 

Record & Print Certificate checkbox to print the client‟s class completion certificate as 

shown below: 

 
 

 

You will be asked a series of questions and the system will display the certificate.  You 

may print this for your client.  However, this function is a value-added feature in the 

system and the use of this function is not required. 
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NOTE:  Only when a client completes a course, a certificate of completion can be 

printed.  CERTIFICATES CAN ONLY BE PRINTED INDIVIDUALLY. 

 

Single Class 

 

On the Education tab, click on the Print Certificate checkbox and fill in the date when 

prompted.  This date appears on the front of the certificate.   Dates entered here will 

not be archived for future printing. 

 

Series Classes 

 

The next step is to check the appropriate checkbox if the client completed all the series‟ 
classes.  Make sure the Attnd checkbox for the entire series is checked while in Client 
Mode.  
 
Next enter the text about the class or course that was completed.  Be sure to enter 
relevant text in the prompt checkbox as the certificate will not read properly with a blank 
in this field. 
 

NOTE:  A Certificate on Series Classes is available. 

 
 



CounselorMax User Guide 

September 7, 2010 Chapter 8: Counseling                                 Page 63 
 

Chapter 8:  Counseling 

 

The Counseling tab is the primary area in CounselorMax where you perform the 

majority of tasks to ultimately lead your client‟s case to a complete case resolution state. 

 

NOTE:  Case resolution can be achieved only in one additional place, GPS. 

 

 

8.1 Global Mode 
 

In Global Mode on the Counseling tab, you can filter clients by Service Path and/or 

Assigned Counselors.  Then, you can assign one or more clients to a new counselor for 

their counseling activities. 
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8.2  Client Mode 

 

In Client Mode, there are multiple functions you can select by clicking the appropriate 

checkbox.  
 

NOTE:  Only one button can be clicked to make a selection. Clicking another button 

causes a new selection (pop-up) to occur, overlaying the previous selection. 

 

 

 

8.2.1 Guidance & Planning System (GPS) – Mortgage Default 

 

The GPS functions relating to the Mortgage Default GPS (GPS) is covered in this 

section as this service type is also available in Classic CounselorMax.   

 

NOTE:  Chapter 12 provides a full coverage of services under GPS (Full GPS). 

 

The Mortgage Default (MD) service allows you to collect all of the necessary data to 

work with a customer facing foreclosure and to document all the necessary steps 

required to resolve the case, or at least conclude the case. The outcome will not always 

be positive but CounselorMax can help you organize the counseling process and ensure 
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that you collect all of the necessary data in a logical, sequential and thorough manner.  

In the process, the MD service also collects all of the necessary data to report the case 

fully to HUD (in the 9902 report) and to the National Foreclosure Mitigation Counseling 

(NFMC) grant program.  

 

8.2.1.1 Creating a Mortgage Default Client 
 
You can create a new Mortgage Default client as you would any client in CounselorMax.  
Once you are successfully logged into the system, select the New Client checkbox from 
the Calendar tab:  
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This will open the screen under the Add new Prospect checkbox on the Outreach tab.  
Fill in all the required fields and click the Save button: 
 

 
 
You will receive a confirmation pop-up and will now be able to complete an Intake for the 
client. Click on the Intake tab and the Case Data sub-tab appears as shown below:   
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From the Service Type drop-down list, select the Mortgage Default/Early Delinquency 
option. This selection is important as it enables you to provide the MD service for the 
client.  
 
If you receive NFMC funds directly or through an intermediary, make sure you obtain the 
customer‟s authorization to release information to third parties and that you check off the 
Authorization to Release Information checkbox on the screen above. This is required 
for reporting to NFMC.  
 
In addition, make sure you click on all Additional Fields checkboxes to capture all of 
the required demographic data for HUD and the NFMC report.  
 
When you have entered all required data click “Save”. 

 

This prompts the following pop-up screen.  Click “OK”. 
 

 
 
 
If applicable, fill out all co-app information in the Co-App tabs for all the co-apps 
associated with the client. 
 

NOTE:  You can enter up to 8 co-applicants. 

 
You have now created a Mortgage Default case for your client in Classic CounselorMax. 
 
At this point, a GPS pop-up screen appears as follows: 
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Select Foreclosure Mitigation (NFMC compliant) and you should see the following MD 
work plan: 
 

 
 
Click on the Save Work Plan button at the top of the page to save the work plan. 
 

NOTE:  The work plan that is auto generated for Mortgage Default customers has been 
carefully developed. It includes all of the items required to fully resolve a foreclosure 
client case and to report to NFMC. 

 
As soon as you save the work plan, you should see the GPS menu screen that lists all 
tasks associated with that work plan template.  This GPS menu screen allows you to 
enter all required data and fully resolve the case from one easy to use location:  
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8.2.1.2 Mortgage Default (MD) Service Work Plan 
 
Each service type in CounselorMax has its own unique standard work plan template with 
corresponding tasks. The MD service has the following tasks as displayed above and in 
the following list:  
 
  1. Intake  
  2. Identify Grantor  
  3. Intake – review privacy policy /sign authorization  
  4. Budget creation – pull/review credit  
  5. Budget creation – enter liabilities 
  6. Budget creation – enter income  
  7. Budget creation – enter liens and payments  
  8. Budget creation – monthly worksheets 
  9. Budget validation – review financial information  
10. Steps to solution – chose workout method  
11. Steps to solution – contact lien holder (offer)  
12. Steps to solution – complete finance page  
13. Designate Level 3 (optional)  
14. Complete – enter case resolution  
 
Each of these tasks is covered in detail later in the document.  
 
 
8.2.1.3 Collecting Counseling and Education Data  
 
To claim a customer as a legitimate Mortgage Default client, you must provide at least 
one individual counseling session.  You may also provide multiple additional counseling 
sessions and education sessions. Recording these activities should be familiar since  
are similar to the Classic CounselorMax functions.  You can track MD related counseling 
and education as you would any other counseling and education. Below is a review of 
how to track this data.  
 
Education Data 
 
Although foreclosure related education is not a required activity for an MD client, often 
the client will attend one or more MD related education sessions.  To track this 
information you click on the Class icon within the GPS menu screen:  
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This will open the available class form similar to Classic CounselorMax: 
 

 
 
 
In the example class list pictured above, you can see one Pre–foreclosure -
Foreclosure Ed class titled “Disposition Options”. Click on any one of the relevant 
checkboxes to notify, enroll or mark the customer as having attended the class.  
 
If the customer attends additional classes, track their participation in the same manner.  
 
Once you‟ve completed entering education data, return to the main GPS work plan 
screen by clicking on the Wk Plan icon at the top of the GPS form:  
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Collecting Counseling Data 
 
You must have at least one documented Mortgage Default related counseling session in 
CounselorMax to count the client as a Mortgage Default client. You can record 
counseling information using the GPS.  If you are already in the GPS form you can enter 
a new counseling record by clicking on the Appt icon. 
 
If you are returning to a client‟s record from within the main forms in CounselorMax, you 
can return to the GPS form to record counseling information by clicking on the 
Counseling tab.  Notice that you now have a new “Guidance & Planning System (GPS)” 
option: 
 

 
 
 



CounselorMax User Guide 

September 7, 2010 Chapter 8: Counseling                                 Page 72 
 

Click on the Guidance & Planning System (GPS) checkbox on the screen above to 
enter the GPS work plan for the MD service and then click on the Appt (appointment) 
icon: 
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To add a new appointment, click on the date you wish to schedule.  This will open an 
appointment detail form.  Enter all the necessary data.  See below a sample 
appointment with the following data: 
 
Type:  Select Appt from drop-down list 
Staff:  Leave the default selection (CounselorMax defaults to your user initials) 
Description:  One-on-one MD counseling session 
Location:  Main office 
Start (Date/Time):  5/15/2008 
End (Date/Time):  5/15/2008 
 

 
 
 
Once you click “OK”, CounselorMax will prompt you to send a reminder letter. You can 
do this or return to the work plan to enter additional information: 
 

 
 
 

NOTE:  For NFMC grantees, CounselorMax checks to determine that at least one 
appointment exists in the system before it counts an MD client in the NFMC report. In 
addition, the client must have completed one or both Level 1 and Level 2 requirements. 

 
 
8.2.1.4 Updating and Completing Work Plan Tasks 
 
Using the GPS you can collect all of the required MD service data for a client.  Although 
the tasks in the MD auto generated work plan follow a logical and sequential service 
path, it‟s certainly possible to enter the data in any order you wish. You do not need to 
complete each task in sequence to complete data entry for an MD client. However, for 
illustration purposes the tasks are performed sequentially. 
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Intake – Collect Case Info 
 
By completing the case information in Classic CounselorMax, you have already collected 
most of the contact, demographic and background information for the client.  However, 
there are some additional items under Intake Function that relate to MD clients and are 
entered by completing the Intake – Collect Case Info task under Action, the first task 
on our MD auto-generated work plan. 
 
To access the task, simply click on the Intake link in the work plan under Function: 
 

 
 
 
This opens the MD Intake task data entry form: 
 

 
 
 
There are two buttons: 
 
Client Info (the default selection) - the current data entry screen and 
Subject Prop – the subject property detail data entry screen. 
 
To begin, select the appropriate options from the Household Occupants and Default 
Reason drop-down lists and click on the Save button.   
 

NOTE:  The Default Reason drop-down list provides the primary reasons the client is 
facing a potential foreclosure. 
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You should see a Saved Successfully! Pop-up screen. 
 
Click on the Wk plan icon at the top of the screen to return to the work plan menu 
screen. 
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Start with the first action under the Action heading and click on its corresponding 
link under the Function heading. Complete all required fields marked with an 
asterisk and add additional information when/if available.  
 
When completed, click on the blue button marked “E” under the Edit/Complete 
column. Enter the date of completion and appropriate Outcome.  
 
Complete all remaining Functions, corresponding Edit/Complete buttons and 
resolve when completed. 
 

NOTE: Functions can be completed in any order.  

 
 

 
 
 
This opens the task‟s Resolution form where you can finalize the task.  Enter all data 
and click “OK”.  If you leave the Date Completed field blank, the system automatically 
enters the current date for you. You can change this manually or enter it directly if you 
want a different date. 
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This should return you to the work plan. Note that the “Outcome” column for the “Intake” 
task is now marked “Complete”.  You can also see a date in the Completed Date 
column: 
 

 
 
All other tasks work exactly in the same manner. 
 
Undoing a Completed Task 
 
You can undo a completed task, if necessary, by clicking the edit button associated with 
the Action item (“E” in the Edit/Completed column).  Change the Outcome field back to 
null (“---Select One---”) and then click “OK”. 
 

 
 
 
This will return you to the work plan and you will see that the “Outcome” column for the 
work plan has changed from “Complete” to blank. 
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Identify Grantor 
 
The next task in the MD work plan is “Identify Grantor”.  When you are working with a 
MD client, you are most often funding the service through a specific funder or grantor 
(e.g., HUD or one of the eligible NFMC grantors). Currently, CounselorMax contains a 
list of all NFMC granted organizations. In order to tag the client to report them to a 
specific grantor, select the correct grantor in this step.  Since many of you have multiple 
grantors for your MD services, it is important to make sure each client gets associated 
with the correct funding source.   
 
Click on the “E” button under the Edit/Complete column, in the Identify Grantor task 
row: 
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This opens the grantor selection form.  Enter Expected Date and Completed Date, 
select the grantor funding this client‟s services, and click “OK”: 
 

 
 
 
This brings you back to the work plan and the task is marked with the grantor selected. 
This is indication that the task has been completed.  If necessary you can return to the 
form using the “E” button under the Edit/Complete column to change it: 
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Intake – Review Privacy Policy / Sign Authorization 
 
The next step in the standard MD work plan is to collect and document the authorization 
form to release information.  CounselorMax includes a standard authorization form that 
you can use for this purpose.  However, if you receive an NFMC grant, you may want to 
download and replace this version with the NFMC specific authorization form. 
 

NOTE:  The Admin at your organization can download and replace the NFMC specific 
authorization form. 

 
Click on the Authorization task name from the work plan form to access the 
authorization task form: 
 

 
 
 
Click the Authorized to Release Information checkbox if the client has authorized you 
to release information to third parties. It‟s important that you print the form, have the 
client sign it, and save the signed copy. Click on the Click Here link to print the form. 
Click on the OK button and then click on the Wk plan icon to close the form and return 
to the work plan. 
 
As with all work plan tasks, you now need to finalize the task by clicking on the 
Edit/Complete button and filling out the task completion form: 
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Click “OK” and you will return to the work plan with an updated status for the 
Authorization task.  Note the Outcome field now shows “Signed”. 
 
Intake - Collection Subject Property Information 
 
The NFMC grant requires additional subject property information above what is normally 
collected in CounselorMax. The Property form of the work plan allows you to collect this 
information. Click on the Property task to open the form: 
 

 
 

Note:  While not all fields are required (required fields are marked with a red asterisk), 
you should enter all of the data you can.  Once you are done entering data click “Save”. 
You should see a Saved successfully! message. 

 
Click on the Wk plan icon to return to the work plan. 
 
Finalizing this work plan item is the same process as with any task, click on the “E” edit 
button and fill out the task completion form.  In this case, the task is associated with one 
of the NFMC counseling level tasks, specifically the Completed an Intake level 1 task.  
You can see the drop-down list to track that you‟ve accomplished this task.  It is critical 
that you complete this step since this is how CounselorMax knows that you‟ve achieved 
the required tasks to include a client in your NFMC report. The system tracks if you‟ve 
completed all the tasks associated with a “Level 1” outcome: 
 

 Completed Intake 

 Collected an Authorization Form 

 Developed a Budget 

 Developed an Action Plan 
 
IF all four are marked as “Completed”, then the client and all their associated data is 
included in the report, otherwise they are left out.  So, make sure you select “Level 1” 
from the Outcome drop-down list, enter “Date Completed” and click “OK” to save. 
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Budget Creation – Pull/Review Credit 
 
The MD module allows you to pull a client‟s credit report and auto-populate the liabilities 
and credit score automatically. 
 
If you are setup to pull credit reports from CounselorMax, enter your login name and 
password and click “OK”. 
 

 
 
 
This opens up the Get Credit Report form for the customer.  Fill in all the required data 
and click on the Get Credit report button. This connects you to First American Credco, 
the credit report provider, and completes the data transfer (refer to Chapter 13 for the 
Admin function on Credco). 
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If you are not set up in CounselorMax to collect credit data automatically you can still 
complete this step manually. Simply collect the credit report by your standard means and 
once you have done so you can finalize the Credit Report task as you do with any task.  
Click on the Edit button, fill out the task finalization form and click “OK”: 
 

 
 
 
Budget Creation - Enter Liabilities 
 
If you pulled a credit report from CounselorMax automatically, all of the client‟s liabilities 
will be auto-populated for you.  You can still access them to edit and fine tune the data.  
If you did not pull the credit report automatically, you can still enter liabilities manually.  
In either case, you can click on the Liabilities task within the work plan to view liabilities. 
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This opens up the Liabilities form.  If no liabilities exist in the system, you should see a 
form that allows you to enter data for the client‟s first liability. Complete all required data 
fields and click “Save”.  This saves your liability and takes you to the liability summary 
form: 
 

 
 
 
If you click on the Paid off at Case Resolution checkbox at the bottom of the form, the 
liability is added to the finance summary page since this is required when applying for 
loans, grants or work out scenarios. 
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If you pulled a credit report through CounselorMax and the client‟s credit information 
included some existing liabilities, or you‟ve already entered liabilities manually, you will 
see the Liability summary form, from which you can access specific liabilities to review 
or edit, delete existing liabilities, or add new ones: 
 

 
 
The process is simple and entails clicking on the appropriate button “E” for edit, “D” for 
delete, or “Add New” to add a new liability. 
 
Make sure you enter all relevant liabilities for the customer, including all existing 
mortgages. 
 
After you have documented all of the liabilities, make sure you click on the 
Edit button and select “Complete” for the Liabilities task. 
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The task will be marked as Complete when you return to the work plan: 
 
 

 
 
 
Budget Creation – Enter Income 
 
The next task in the process is to enter income data. Click on the Income task. If you 
have not entered income before, a new Income form will open. Complete all required 
items and click the Save button. 
 

 
 
 
Upon saving the first source of income the Income Summary form will display, listing all 
existing income sources.  If at least one income exists, clicking on the Income task will 
open the Income summary form, and you can edit, delete, or add new income exactly as 
you did with liabilities. 
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Income does not have to be employment income.  It can be any kind of income the 
customer has; for example, disability benefits, dividends, alimony payments, etc.  Add 
these in the income sources also. To access the Other Income form, click on the Add 
New button to view the standard Income form, and then click on the Other Income link: 
 

 
 
 
This displays the Other Income form: 
 

 
 
 

 
 
 
As always, return to the work plan form.  When you‟ve entered all sources of income, 
complete the task by clicking on the “E” button under the Edit column and enter a 
completion date, an outcome of completed and save it. The task will be marked as 
complete in the work plan GPS. 
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8.2.1.5 Entering Workout Data 
 
Documenting lien and lien resolution/conclusion information (that is, documenting a work 
plan for the customer) is at the center of the MD module. In CounselorMax, this step is 
broken down into three discrete tasks:  Budget Creation - Enter Liens and Payments, 
Budget Creation – Monthly Worksheet and Budget Validation –review financial 
information.  These tasks are all entered through the Liens and Payments form. 
 
Budget Creation - Enter Liens and Payments 
 
The first lien task is “Budget Creation –enter Liens and Payments”.  Since the client 
is a Mortgage Default client, the completion of this section is an important step that must 
be carefully documented.  Thus, the form is more detailed than other budget forms. 
 
Click on the Lien task from the work plan form to access the Lien form.  If this is your 
first lien, a new lien detail form will open.  If you‟ve already entered liens, the lien 
summary form will open.  In this example, the client has no pre-entered liens for the 
client. 
 

 
 
 
The Liens and Payments form has three parts. The first two parts are the Lien Holder 
Information section and the Lien Characteristics section and those are the two pieces 
you need to enter when completing the Budget Creation Enter Liens and Payments 
Task. 
 
The Lien Holder Information section contains contact information for the lien holder 
(Bank, loan servicer, Mortgage Company, etc.). To complete this section, collect the lien 
holder information from the client and fill in the contact fields. Required fields are marked 
with the familiar red asterisk and must be filled out. In addition to basic contact 
information, this section also includes two required fields with drop-down lists, Lien 
Holder Type and Payment Status at contact. Choose the correct options for each.  
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Complete one Lien Holder Information section for each existing lien on the client‟s 
property: 
 

 
 
 
The second section of the Liens and Payments form is the Lien Characteristics 
section where the characteristics of the lien currently and at origination are populated: 
 

 
 
 
Although not all of the data fields are required for every lien, you are required to collect 
all data points in this section for some liens, such as mortgage liens. 
 
You‟ve now entered all of the required data for the Budget Creation – enter liens and 
payments task.  You can now finalize this task by returning to the Work Plan form, 
clicking on the “E” button of the Budget Creation – enter liens and payments task 
row and entering a completion date and Completed status for the task. 
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The last section of the form Monthly Payments & Loan Balance/Past Due Amounts is 
addressed later on in subsequent steps. You can leave it blank for now. 
Budget Creation – Monthly Worksheet 
 
The next task in the standard work plan is the Budget Creation – monthly worksheet 
task. To complete it click on the Budget link under the Function column: 
 
This will expose the “choose budget” sub-form.  Depending on the options your agency 
Admin has enabled in your version of CounselorMax, you should see up to three of the 
following options: 
 

1. Standard CounselorMax: a basic but effective budget template with a simple 
set of income and expense categories.   
 

2.  Standard Hope – HLP (HOPE LoanPort) budget: a budget template developed 
to collect all budget data required to electronically transmit a case to the HOPE 
LoanPort.  Because the HOPE LoanPort has a precise and fixed set of budget 
items, this budget is not customizable.   If your agency Admin has not enabled 
the HOPE LoanPort budget, you will not see this option. 

 
3. Custom (for your agency): a custom budget template configured by your Agency 

Admin.  It contains those items your agency Admin considers important to collect 
for your agency cases.  If the agency Admin has not created and enabled a 
custom budget, you will not see this option. 

 

 
 
 
 
Select the budget type you wish to create for your client by clicking on the corresponding 
radio button and then clicking the OK button.   
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This takes you to the “budget editing” form for that budget.  For example, see below the 
Standard CounselorMax budget template: 
 

 
 
 
Any budget you create will be divided into three main sections: 
 

1. Income 
2. Fixed Expenses 
3. Discretionary Expenses 

 
 
The CounselorMax budget tool allows you to enter two types of budgets for your clients: 
fixed and discretionary. 
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To enter fixed or discretionary budget amounts for your clients, simply enter the desired 
figure in the text box to the right of each budget line item.  
  

Note: The items that appear on the fixed or discretionary categories are designated as 
such by the CounselorMax design team in the case of the Standard CounselorMax 
budget, the HOPE LoanPort budget designers in the case of the Hope LoanPort budget, 
or by your agency Admin in the case of Custom budget.   

 
 
Remember to click the Save button to save the values you have entered.  If you leave 
the form without saving, your entries will not be saved to the database. 
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You‟ve now completed all Level 1 counseling tasks for this customer. If you have an 
NFMC grant, you can now report this customer as a level 1 customer.  However, you 
may want to wait until the client is resolved (level 2 tasks and possibly designate the 
client as a level 3 client, if your grant allows this). 
 
Budget Validation – review financial information 
 
The next task on the standard work plan is to validate and finalize the budget, the first 
Level 2 task. 
 
After confirming the accuracy of the budget created earlier, click on the “E” button for 
this task to complete the task completion form.  Enter the date completed, notes and an 
outcome of “Complete” to finalize the task.  If you need to fine tune the client‟s budget, 
make sure you edit it prior to finalizing the task. 
 

 
 
 
Steps to Solution – Choose Workout Method Task 
 
The next Level 2 task is to choose a workout method for the client‟s liens, which you 
entered earlier. On the Liens and Payments form, click on the Liens link under the 
Function column of the work plan form. 
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This takes you to the Liens and Payments summary form. Select the Edit button for the 
first lien for which you want to complete a workout plan. 
 

 
 
 
This opens the detail form for the lien. 
 
Scroll down and you should see the final section of the Liens and Payments form: the 
Monthly Payments & Loan Balance / Past Due Amounts section.  This is where you 
can document proposed workout values for the lien. Enter current values, modified 
values (proposed at this point); work out method and the status of the request/proposal 
as well as any lien specific comments or loans. 
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When you‟re done entering all of the current, modified, workout method and status fields 
for each lien on the client‟s property, click the Save button to view the Lien summary 
form: 
 
 

 
 
 
The consistent format of the summary form should be familiar by now. It displays any 
existing liens and allows you to edit, delete or add additional liens. Keep in mind that a 
lien may not be a mortgage. You may also want to enter owed taxes, etc. that may be 
current liens on the property. 
 
When you‟ve entered all existing liens and finalized a work-out request status for each 
(as shown below), you can go to the Work Plan form, click on the Liens task and 
finalize the status of the task. 
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Steps-to-solution: Contact Lien Holder (offer) 
 
The next task in the process is to contact the lien holder(s) and make a proposal based 
on the work out plan we‟ve devised. CounselorMax makes it easy for you to complete 
this task. 
 
To begin, click on the Liens link within the work plan form.  This opens up the Contact 
Lien Holder form. Fill it out with the lien holder‟s address, notes, your contact info, and 
click “OK”: 
 

 
 
This opens up a form with a printable letter format of the proposed workout. It includes 
information on all other lien holders and the status of each. This is often useful 
information that any one particular lien holder will want to see before committing to a 
resolution: 
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You can print and mail, fax or email the proposal to the lien holder(s). 
 
To conclude the task, click on the Work Plan icon at the top of the form, click on the 
Edit button for the task and fill out the task completion form: 
 

 
 
 
As you receive a proposal acceptance, counter offer, or rejection from the lien holder, go 
back to the Liens and Payments form and update the status of the 
Workout Request Status drop-down list for each item. 
 

 
 
 
You can finalize all of the lien related work plan tasks when all of the workout items are 
finalized. 
 
 
 



CounselorMax User Guide 

September 7, 2010 Chapter 8: Counseling                                 Page 98 
 

Steps to Solution - Complete Finance Page Task  
The next task is to document all of the financing that went into the client‟s resolution. 
This allows you to track the Dollar amount involved in resolving the client‟s case. 
Not all cases involve financing, but most do. 
 
To access the financing form click on the Finance link in the Function column of the 
work plan: 
 

 
 
 
If this is the first financing piece you are entering, a new Source of Funds form should 
be displayed where you can enter the first financing source for the customer. Fill out all 
available data and at least all of the required fields and click save. 
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This takes you to the Financing Summary Form: 
 

 
 
 
You can now add new source of financing, edit existing ones, or delete them. 
 
Click on the work plan icon to return to the work plan form. 
 
Designate Level 3 
 
The Designate Level 3 task is an optional task related to NFMC grants. The structure 
of NFMC grants allows organizations to count a client as a Level 3 client if both Level 1 
and Level 2 tasks are completed within the same reporting period and your organization 
is eligible to report level 3s, not all are. If you‟re not sure if your organization can report 
level 3s, or how many you can report, check with your NFMC grant admin. 
 
To report a client as a Level 3 client to NFMC, simply click on the “E” (edit) button in the 
task row: 
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This will open the task resolution form. To mark the client as Level 3 reportable, select 
“yes” from the Outcome drop-down list. Also enter a “date completed” or leave it blank 
to auto-populate the current date. 
 
 

 
 

 
 
 

Note:  Marking a client as “Level 3” reportable does not ensure that the CounselorMax 
auto-generated NFMC report will count the client as a Level 3. The system must also 
detect that all other Level 3 requirements are completed: 

 
1. All Level 1 tasks are marked as completed 
2. All Level 2 tasks are marked as completed 
3. Both fall within the same reporting period 
4. And finally, the Designate Level 3 task is completed and it too falls in the reporting 
period. 
 
If all of these conditions are met, the customer will appear in the report with one row as a 
Level 3 client. 
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Complete – Enter Case Resolution 
 
You‟ve completed all of the required tasks for this client. You are now ready to resolve 
the case and include it in any relevant reports. 
 
Click on the Resolution link to open the client resolution form. 
 

 
 
 
This opens up the resolution form where you can select a relevant resolution for the 
client‟s case and finalize data entry. 
 
If there are any tasks not completed, you should receive a message warning you that not 
all tasks are complete: 
 

 
 
 
If so, go back to the work plan form, find the tasks at issue, and complete them before 
resolving the case. Otherwise, you should see the resolution form. 
 
Choose the appropriate resolution from the resolution drop-down list and click “OK” to 
save: 
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The case is resolved (reportable within CounselorMax) and you should see the resolved 
case form. You can reactivate the case and edit if necessary. 
 

 
 
You have now completed a full MD case resolution sample. 
 
 

8.2.2 Client Log 

 

The Client Log checkbox allows you to track activities with your client.  You can add 

new client activities or edit or cancel existing activities.  For example, you can note any 

particular client preferences or change in assigned counselor.  
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8.2.3 Case Profile 

 

On the Case Profile screen, the sub-tabs give you data fields to enter all of the pertinent 

information for Credit, Liabilities, Dependents, Subject Property, Residence, Income, 

Assets and Other.  Each of these sub-tabs has fields that are required to be filled in and 

are noted by an asterisk. 

 

 

 

 

 Credit - The „Credit‟ tab provides data fields reflecting information on the credit 

report. 

 Subject Property - The „Subject Property‟ tab provides data fields relevant to 

the property associated with the client‟s service type. 

 Residence - The „Residence‟ tab provides data fields to complete the client‟s 

current residence. 

 Assets - The „Assets‟ tab provides data fields to complete relevant to the clients 

liquid and tangible assets. 

 Liabilities - The „Liabilities‟ tab provides data fields to complete that reflect 

monthly financial obligations that may or may not appear on the credit report. 

 Dependents - The „Dependents‟ tab provides drop down options for dependent 

ages and their relationship to the client. 
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 Income - The „Income‟ tab provides data fields that reflect the employment 

income of the client.  HUD Area Median Income will automatically calculate from 

the information entered here or on the „Intake‟ tab. 

 Other - The „Other‟ tab provides data fields that reflect non employment income 

of the client. 

 

This information follows the standard requirements for a Fannie Mae 1003 Universal 

Residential Loan Application. 

 

 NOTE:  If your organization has an existing relationship with First American CREDCO, 

you can pull a tri-merge credit report through the CounselorMax system and import 

liability accounts and credit scores in the system.  At the time of publication of this 

manual, First American CREDCO is the only company that allows for credit to be pulled 

and imported into CounselorMax.  Otherwise, all data must be input manually.   

 

 

8.2.4 Budget 

 

You can develop budgets that can be done in weekly or monthly formats.  When you 

click on the Budget checkbox, the first prompt is given for you to „Create New‟.   

 

 
 

To create a new budget, click on the Create New checkbox on the above screen.  

 

This will expose a sub-form with options for budget type selection.  Depending on the 
options your agency Admin has enabled in your version of CounselorMax, you should 
see up to three of the following options: 
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1. Standard CounselorMax:  a basic, but effective budget with a simple set of 
income and expense categories.   
 

2.  Standard Hope – HLP (Hope LoanPort) budget:  this is a budget developed to 
collect all budget data required for loan modification package submitted to the 
HOPE LoanPort.  Because the HOPE LoanPort has a precise and fixed set of 
budget items, this budget is not customizable.  If your agency Admin has not 
enabled the HOPE LoanPort budget, you will not see this option. 
 

3. Custom (for your agency): this is a custom budget configured by your agency 
Admin.  It contains those items your agency admin considers important to collect 
for your case load.  If the Admin has not created and enabled a custom budget, 
you will not see this option. 
 

 
 
 
 
Any budget you create will be divided into three main sections: 
 

1. Income 
2. Fixed Expenses 
3. Discretionary Expenses 
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Select the budget type you wish to create for your client by clicking on the corresponding 
radio button and then click “OK”.  For example, if you select the Standard 
CounselorMax budget, you should see the following screen below:  
 

 
 
You can use this screen to enter your client‟s budget information.   
 
With the budget creation/editing form displayed (see above) you can begin to enter 
values for each item.   
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Entering client income data in the budget 
 
CounselorMax already has a standard CounselorMax income forms in the Case Profile 
section to enter client income sources so you want to avoid double entry of data.  If 
income sources already exist, this is immediately visible in the budget‟s income section. 
 
Click on the update link next to the Income heading to jump to the Case Profile form 
and enter income sources: 
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Entering client Fixed and Discretionary Expenses 
 
The CounselorMax budget tool allows you to enter two types of budgets for your clients: 
fixed and discretionary. 
 

 
 
To enter fixed or discretionary budget amounts for your clients simply enter the desired 
figure in the text box to the right of each budget line item.  
  

Note: The items that appear on the fixed or discretionary categories are designated as 
such by the CounselorMax design team in the case of the standard CounselorMax 
budget, the HOPE LoanPort budget designers in the case of the Hope LoanPort budget, 
or by your agency Admin in the case of custom budgets.   
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Remember to click the Save button to save the values you have entered.  If you leave 
the form without saving your entries will not be saved to the database. 
 

 
 
 
Working with an existing client Budget 
 
You can easily edit any previously saved budget.  To do so, go to the Counseling tab 
and click on the Budget checkbox.  This displays three budget options: 
 

 
 
 

1. View Budget:  this option allows you to view an existing budget.  If no budget 
has been created for the case, click on this option will display a budget with no 
income or expense entries, as no data has been saved yet. 
 

2. Edit Existing Budget: this option allows you to edit an existing budget. 
 

3. Replace Existing Budget: this option allows you to replace the existing budget.  
The existing budget gets deleted and replaced by a new budget if this option is 
selected.  A warning message should appear asking you to confirm that you wish 
to do this (see the screen display in the Replace Existing Budget section below). 
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4. Legacy Budgets - If a case had a pre‐existing budget in CounselorMax created 

before 7/21/2010, you will able to view and print the pre‐existing legacy budget, 

but you will not be able to edit it. If you need to edit the budget, you should print 
the budget and use it to create a similar budget using the new functionality. 
 
If a case has a legacy budget attached to it, you should see the following:  

 

 
 
 

Click on the Show Budget (Month) or Show Budget (Week) checkboxes to 
view the existing budgets. All of the budget data you entered for this case is 
saved in the database.  
 
If you create a new budget for this case, you still have access to the old budget. 
You should see the following if both a new and legacy budget are saved in 
CounselorMax: 
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8.2.4.1 View Budget 
 
Click on the View Budget checkbox to view the existing budget in a printable (not-
editable) format.  This is ideal for printing the budget to present to your clients.  The 
printable budget also contains four weekly columns that allow your client to track their 
expenses in order to obtain more realistic budget line-item numbers. 
Below is a partial sample budget on the View Budget screen: 
 

 
 
 
8.2.4.2 Edit Existing Budget 
 
To edit an existing budget, from the Counseling tab, click on the Budget checkbox and 
then click on the Edit Existing Budget checkbox.  This displays the budget in “edit” 
mode and all of the previously entered values for the budget you previously saved for 
the client. 
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You can now enter additional budget amounts or change existing amounts.  Remember 
to click the Save button when you are done or your values will not be saved. 
 
 

 
 
 
8.2.4.3 Replacing an Existing Budget 
 
You can replace an existing budget with another budget template.  From the 
Counseling tab, click on the Budget checkbox and click on the Replace Existing 
Budget checkbox.  The system will prompt you to confirm that you want to overwrite the 
previously saved budget with a new template.   
 

 
 
If you click “OK” you cannot undo your choice and the previous budget will be deleted. 
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Once you are sure you want to replace the existing budget click on the OK button on the 
warning pop-up message.  This returns you to the form where you can select the budget 
template you wish to use for this client by selecting the appropriate radio button and 
clicking on the OK button.  This takes you to a new budget form where you can enter 
line-item values. 
 

 
 
 
8.2.4.4 Printing the budget 
 
To print the budget, simply use the standard print command on your browser.  In Internet 
Explorer, click on the File pull-down menu in the top-left menu bar, and select “Print” 
from the menu choices: 
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8.2.5 Assign Counselor From this area, counselors can assign or re-assign a 

selected client to another counselor. 

 

 

8.2.6 Tools 

 

When the Tools checkbox is selected, counselors can utilize some financial programs 

such as a mortgage calculator, amortization schedule and a home affordability 

calculator. 

 

NOTE: While these third-party tools are functional, NeighborWorks America neither 

represents nor warrants the accuracy of the information these tools provide.  These tools 

are for counselors to utilize for informational purposes only. 

 

 

8.2.7 Pre-Qualify 

 

The Pre-Qualify checkbox features the ability to enter secondary financing sources as a 

manner of determining overall ability to qualify for financing.  While this tool is functional, 

NeighborWorks America neither represents nor warrants the accuracy of the information 

this tool provides. 
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8.2.8 Work Plan 

 

By clicking on Work Plan (or action plan) checkbox, you can Add, Edit or Cancel a 

specific set of tasks that the client needs to complete to achieve the Case Resolution 

status.   

 

NOTE: If you have inadvertently doubled a Workplan, you can delete the incorrect one 

here.  
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Work Plan is for both counselors and clients.  You can click on Print checkbox on the 

upper right corner of the Work Plan screen shown above and you should be prompted 

with the option to “Restrict items to be print for Client?” 

 

 
 

 

If you select “OK”, you should see the client view as follows: 
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If you select “Cancel”, you should see the counselor view that includes client activities 

and additional counselor activities as follows: 
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8.2.9 Case Resolution 

 

Once all of the tasks and education have been satisfactorily completed by the client and 

the counselor has completed all of their required activities, the case is ready to be 

resolved with a resolution.  Depending on the Service Type, there are service type 

specific resolutions that can be selected based on client activity, 

 

If the client does not complete all of the required steps and the process does not reach a 

resolution within a reasonable amount of time, the case is given a resolution of 

Suspended.  

 

 

 
For example, you can select Fulfilled, Suspended, Enter Lease Purchase Pgm or 
Decided Not to Purchase when you click “---Choose One----” pull-down list under 
Case Resolutions for “Home Purchase”. 
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Chapter 9:  Loan 

 

The Loan tab allows counselors to perform functions relating to their clients‟ loan 

application process and contains the following options (checkboxes):  Credco and under 

Case Profile heading - Property Details, Loans/Programs, Closing Agents and 

Download FNM File. 
 

This tab only has functions under Client Mode.  There are no Loan functions in Global 

Mode (as is displayed on the CounselorMax screen when you click Global Mode on the 

Loan tab). 

 

NOTE:  Make sure that the Social Security number is entered as this is required to 

export files.  Only the last four digits of the Social Security number appear on any 

reports. 

 

9.1 Credco 

 

The Credco checkbox displays a login screen that takes the counselor outside of 

CounselorMax to an external application that provides the selected client‟s credit report. 

 

 
 

 

You are not required to use this Credco checkbox (Credco credit report services).  

However, if your agency uses other credit reporting services, the client‟s credit report 

information needs to be entered into CounselorMax manually using the Click here link 

on the bottom of the screen shown above. 
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9.2 Property Details 

 

In Client Mode, click on the Property Details checkbox and a Subject Property screen 

will appear.  Enter the required fields relating to the selected client‟s case and click 

„Save‟ when complete. 

 

 

NOTE:  Only the fields marked by a red * are required to save the subject property. 
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9.3 Closing Agent 
 

After completing the Property Details checkbox, click on the Closing Agent checkbox 

and complete the closing agent information.  Click „Save‟ when complete. 

 

 

 

9.4 Loans/Programs 
 

Next, click on the Loans/Programs checkbox and complete the loan information.  Click 

„Save‟ when complete. 
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9.5 Download FNM File 
 
Once the Case Profile information is completed, click download FNM file which is the 
Fannie Mae data extension file equivalent to a 1003 loan application form.  The file can 
be exported and imported to and from loan origination programs to auto populate 
corresponding data fields. 
 

NOTE:  This function creates a file which can be imported into another software 
application such as a loan origination system if the import function exists in that 
application.   
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Chapter 10:  Resources 
 

The Resources Tab provides access to CounselorMax reference materials and home 
counseling resources to help you provide assistance to your clients. 
 
 
10.1 Global/Client Mode 
 
The Global and Client Modes are identical on the Resources tab. 
 

 
 
 
There are four radio buttons to choose from: 
  

 Click on the Important Notices radio button to review notices from 
CounselorMax relating to changes and updates on resources available. 
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 Click on the CounselorMax Manuals and Resources radial button to obtain 
CounselorMax information such as Frequently Asked Questions (FAQs), system 
settings, training materials, software release information, 9902 HUD reporting, 
administrative settings, and signing up to receive credit reports for your clients 
from Credco. 

 

 
 
 

 Click on the Search for Properties radial button to perform property searches 
for properties in a specific area of the country.  Use price range, city and state 
information to perform the property search. 

  
 

 
 
 

 Click on the Search for a Home Steps home radial button to access Freddie 
Mac‟s Home Steps Web site.  Home Steps provides information on Freddie 
Mac‟s foreclosed properties by state, and access to valuable tools to help your 



CounselorMax User Guide 

September 7, 2010 Chapter 10: Resources            Page 125 
 

client in the home buying process including a home mortgage calculator, 
financing information, and information on finding a realtor. 
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Chapter 11:  Reporting 

 

Although CounselorMax has been designed as a client management system, it has a 

complete suite of reporting functions.  Many housing agencies are required to provide 

reports to the Department of Housing and Urban Development (HUD), NeighborWorks 

America (NWA), the National Foreclosure Mitigation Council (NFMC) or other funding 

sources.  All reports are run from Global Mode. 
 

CounselorMax gives you the option to create and run two types of reports:  1) Standard 

and 2) Custom reports. 

 

NOTE:  All reports have control reports features that counselors can utilize view any 

errors and to make any corrections before finalizing their reports. 

 

 

11.1 Standard Reports 
 

The Select Standard Reports HUD 9902 & NFMC checkbox is the default view in the 

Reporting tab.  Under this checkbox, counselors have the capability to produce 

standard reports from pre-selected data fields which are standardized from the funding 

source or governmental agency.   
 

To run a standard report, determine the standard report you would like to run by 

selecting the report type under the Select One heading.  Once the report type is 

selected, additional selection options appear below the Select One section for you to 

select reporting time period.  Below are various reports you can run under the Reporting 

tab. 
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YTD 9902 
 

When you click on YTD 9902 report, the following screen is displayed: 

  

 

 

Select the year for the report and click the Run YTD Interim Report button to run the 

report.  This displays the requested report.   

 

The following is an example of a HUD 9902 Report reflecting a report run with a full 

reporting period.  Users also have the options to run a Year to Date (YTD) report and a 

quarterly report set at the counselor‟s discretion. 
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Counselors can run a HUD 9902 Control Report by selecting HUD 9902 and clicking on 

the Control Report link on the bottom portion of the screen.   

 

 
 

 

This report is a way for agencies to conduct quality control and review their data before 

completing and filing their HUD 9902 Report.  The Control Report provides the Admin or 

counselors the ability to view data based on the corresponding sections of the HUD 

9902 report.  Rather than simply reporting data in numeric form, the control report 

includes client level data.  This is vital in conducting quality control and serving as a form 

of a self-audit to ensure common errors such as client duplication aren‟t occurring on the 

reports.   
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Below is an example of a HUD 9902 Control Report: 

 

 

 

NFMC Reports 
 

CounselorMax gives counselors the ability to run and submit reports to their grantors 

affiliated with the National Foreclosure Mitigation Council or NFMC.  This report can be 

run by selecting NFMC Report under Select One option on the Reporting tab. 
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After it is run, the NFMC Report alerts the counselor of any items not completed and 

reports all of the information required by NFMC. 

 

 
 

Any outstanding actions left to be completed can be done by clicking “Modify” under 

the Action heading which takes the counselor to the GPS. 

 

NW Compliance Reports 

 

Agencies affiliated with NeighborWorks America also have reports they are required to 

run.  The interface in CounselorMax in Global Mode is similar to HUD and NFMC 

Reports.  The key difference is the ability to run reports by counselor, by download 

status and in the time intervals available. 
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Below is an example of a NW Compliance Report: 

 

 
 

Any remaining actions can be completed in the GPS by selecting “Modify” under the 

Action heading. 

 

 

11.2 Custom Reports 

 

Counselors can create custom reports to be run from CounselorMax.  Below is what you 

should see when Custom Reports checkbox is selected: 
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You run a custom report by selecting the fields that the report will include.  When you run 

custom reports it is important to know the data fields that the report should contain.  By 

selecting “All Fields”, you can select all the fields needed for the specific custom 

reporting. 

     

 

Once “All Fields” is selected, the list of available fields is displayed.  This is the most 

comprehensive list of all the fields in the system. 
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Select the appropriate fields to open the sub-categories.  Once the subcategories are 

opened, select them individually or hold down the CTRL button to select multiple items. 

Click the arrow to move them individually or the double arrows to move over all of the 

subcategories in an open field. 

 

 

 

To run the report, press the Submit Query button at the bottom of the screen. 
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Before running the report, you can design the report to display the way that the agency 

or funding source requests or requires the reports: 

 

 
 

 

As seen above, the report can be titled, sorted, grouped or filtered in any manner the 

agency or funding source specifies.  In addition, the report can be exported to Microsoft 

Excel.   

 

In most cases, the counselor can select “Show Report” to view the report determined 

by the set parameters.  The report displays the criteria requested by the counselor. 

 

NOTE:  Counselors can export the reports to Excel and further manipulate the data for 

reporting purposes. 
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11.3 Letters, Reminders & Logs 
 
The Letters, Reminders & Logs checkbox on the Reporting tab allows counselors to 
run reports showing the following as seen on the screen below: Show All of Your 
Reminders, Print Batch Letters (Any Active), Print Batch Letters (Yours: Canceled 
& Active), and View All of Your Client Logs. 
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11.4 Download Clients and Cases 
 
Once an agency has determined they have complete and accurate reports, the report 
data can be exported from CounselorMax into a file that can be transmitted or emailed to 
their funding source or governmental agency.   
 
In order to create a file that can be transmitted, the counselor can click on the Download 
Clients and Cases link on the Reporting tab.  Doing so exports the selected clients to 
Excel in a .csv (comma separated values) file. 
 

NOTE:  The standard and customized reporting functions should be utilized for most 
reporting needs as these functions allow you to tailor the reports to your needs. 

 
 

 
 

When prompted, the counselor should SAVE the file to a folder or location on their 

computer where they are able to retrieve it to transmit or e-mail to the funding source or 

governmental agency.  When it is time to transmit or send the file, the counselor can 

simply locate the .csv file and transmit via email or the proper vehicle. 

 

11.5 List of Deleted Clients 
 
The last option on the Report tab is the List of Deleted Clients link.  As the name 
implies, this option produces a list of clients that have been deleted by the agency 
counselors.
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Chapter 12:  Introduction to the GPS 

 
As introduced in Chapter 1, the Guidance and Planning System, GPS, serves as an 
overlay to the Classic CounselorMax application that allows counselors to capture more 
detailed client data fields that are not necessarily all available in Classic CounselorMax.  
GPS is available to everyone while the Full GPS is available to NeighborWorks agencies 
and agencies that opted to install GPS. 
 
The functionalities under these services will be covered in their respective sections 
below.  First see below some general information on GPS access and work plan creation 
in GPS. 
 
 
12.1 Accessing GPS 
 
To access the GPS, you must first be in “Client Mode” and your client must have an 
active case (i.e., the required information on the Case Data sub-tab under the Intake tab 
has been completed). 
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At this point, the application opens up the Counseling tab with a pop-up message 
“Welcome to the Guidance & Planning System”. 
 
 

 
 
Once you click “OK” on the pop-up screen, the main screen opens up on the 
Counseling tab in Client Mode.  In addition to all the selection checkboxes that appear in 
Classic CounselorMax, this screen displays the Guidance & Planning System 
checkbox in Main Work Space as well as a Guided Counseling (GPS) checkbox on the 
Left Side Navigation. 
 

Note:  You will not see the Guided Counseling (GPS) checkbox on the Left Side 
navigation area until you have entered data on one of the GPS screens. 
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12.2 Generate Work Plan 
 
Once you gain access to the GPS, click on the Guidance & Planning System checkbox 
to view the pop up screen that allows you to Auto Generate Work Plan a set of work 
plans. 
 

 
 
 
Once you click “OK” on the above screen, you should see the Work Plan Template for 
Home Purchase Service Type as seen below: 
 
Depending on the Service Type selected during intake, you may or may not have a set 
of work plans under Auto Generate Work Plan link.  For example, if you select Rehab for 
Service Type under the Intake Case Data tab, you will see the following when you click 
on the Auto Generate Work Plan link: 
 

 
 
 
 
This is because the Rehab Service Type does not have a preset work plan.  Therefore, 
unless your Admin has previously set up a set of customized work plans, there will not 
be any work plan templates. 
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On the other hand, if you selected Home Purchase under Service Type under the 
Intake Case Data tab, below is what you will see when you click on the Auto Generate 
Work Plan link: 
 

 
 
 
  
As shown on the screen above, you have options to select a „Work Plan Template‟ 
which would have been previously set up as a default in CounselorMax by the Admin in 
your agency.  Once you select NW New Home Buyer option and click “OK”, the work 
plan template list appears.   
 

NOTE:  The Work Plan Template standard options are determined by the Service Type 
you select.  In addition, custom work plan templates can be created by the Admin for 
your agency (see Admin Menu Functions in Appendix A).  

 

 

 

Click on the Save Work Plan button to save. 
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12.3 Work Plans in the GPS 

 

See below the standard work plan under NW New Home Buyer.   

 

 
 

 

All of the work plans in the GPS have 3 components: Action, Rationale and Function. 

Once you have reached this work plan screen, the Function component (see the 

Function heading above) flow from top to bottom with headings at the top of the page. 

 

While the first two components, Action and Rationale, do not require any activity, the 

third field, Function, may need additional information.  To select a function, simply click 

on the link below the Function link.  Once you are in the new screen, any required blank 

fields (as noted by a red asterisk) or any clickable links, which may lead to embedded 

pages with blank fields, should be completed. 
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For example, when you click on the Income link under the Function heading for the 
Action entitled Pre-qualify:  Enter Income, the following pop-up form appears and the 
fields on this form needs to be completed: 
 

 
 

 
After all fields are completed it is always important to hit “Save”.  The screen usually re-
directs you to the Work Plan screen again; but if not, you can select the Work Plan icon 
along the top of the page to return to the Work Plan screen. 
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After all of the work is complete for a work plan action, you must click on the 

Edit/Complete button for that Action.  In the screen that appears, complete any vacant 

fields and in the final step select “Complete” from the drop-down list next to Outcome.  

Click “OK” and the Outcome field on the Work Plan screen will reflect “Complete”.   

 

NOTE: All actions in the work plan must reflect a Complete status prior to case 

resolution. 

 

In the Work Plan screen, you can also add an action by clicking on the Action checkbox 

on the top left corner: 

 
 
 
 
This screen allows you to add any additional Action you want to track for your client. 
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12.4 Class, Appt, and Log Functions 
 
In addition to completing work plans in the GPS, you can also click on the Class, Appt 
or Log icon at the top right corner of the screen in order to link to Classic CounselorMax 
for the following functions: 
 

1. Class links to the class list that you would see in the Education tab; 
2. Appointment links to the Calendar display you would see in the Calendar 

Tab; and 
3. Log links to the log display you would see in the Calendar tab 

 

 

 

Below are the screen displays for the three functions: 

 

1. Example of the display when the Class icon is clicked 
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2. This is an example of what the screen shows when the Appt button is selected.  

It is the same graphical display as the calendar in Classic CounselorMax 

interface. 

 

 

 
3. This is an example of what the screen displays when the Log button is selected.  

It is the same graphical display as the Client Log in the Classic CounselorMax 
interface. 

 

 

NOTE: All functions in Classic CounselorMax, including case resolution, can be 
performed through the GPS.  You are still in the Counseling Tab when you are linked to 
the 3 functions. 
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12.5 New Home Buyer Services 
 
CounselorMax has always allowed you to collect new home buyer client service data. 
However, the traditional home buyer services data collection module in CounselorMax is 
generic and does not contain all of the data points required to report all of the required 
data points for the NeighborWorks Quarterly Production report. 
 
As a NeighborWorks chartered organization you must use the following module and 
procedure to ensure that you accurately capture all of the data required. 
 
Client Intake 
 
1. Create a standard client intake in CounselorMax (for details refer to the following 
document: How to Create a Client Intake in CounselorMax). Make sure to select Home 
Buyer Services from the Service Type drop-down, as this is the only service path that 
will later provide you with the data entry forms associated with NeighborWorks new 
home buyer data collection. 
 

 
 
 
2. Enter all of the required fields to create a new case in CounselorMax (note that to 
access some of the fields you must click on the Additional Fields green checkboxes to 
expose the additional fields on the screen: 
 

 Total Co-Apps (enter 0 if there are none) 

 Referral Source (you or your agency admin can customize the list of options) 

 Race 

 Number in Household 

 Gender 

 Birth date 
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 Household Annual Income 

 County (the list will narrow down the available options based on the client‟s 
address) 

 Current Residence (status) 
 
In addition, you need to enter the following NeighborWorks required fields if you have 
the information: 
 

 Veteran 

 Foreign Born 

 Housing Choice Voucher (does the customer have a housing choice voucher to 
help subsidize their rent or mortgage payments) 

 Head of Household 

 Disabled 

 1st Time Home Buyer 

 Authorization to Release Information 
 
While these fields are not required to save a case in CounselorMax they are required to 
report the case to NeighborWorks. If you do not have this data while you are filling out 
the intake form, leave these fields blank and you will have a chance to collect the data 
later. 
 
3. Click the Save Changes button at the bottom of the form to save your data. 
You should see a Save Successfully! pop-up message where you can click “OK”. 
 

4. Next, you should see a Work Plan Generator form that asks you to select the 
type of service you are providing this client. If you have the NeighborWorks 
modules turned on for your organization, you will have two options similar to the 
following: 

 

 
 
 
5. Select either “NW New Home Buyer” or “NW New Home Buyer Down Payment 
Assistance Only” depending on the level of service you are providing. In most cases, 
“NW New Home Buyer” is selected as the down payment assistance service is rare. 
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6. Once you‟ve selected the appropriate service level by clicking on the radio button, 
click “OK”. 
 
7. You will see a GPS or (Guidance and Planning System) work plan generator form: 
 

 
 
 
The form displays the pre-created work plan items required to successfully manage the 
client case and collect all of the data required. You need to click on the Save work plan 
button to create the client‟s work plan and access the data entry forms. 
 
8. Once you save the New Home Buyer Full Information work plan for this client, the 
GPS page is created and you can see an easy to use form that allows you to access and 
view all client data from one central location: 
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The form contains 12 pre-defined work plan items. The concept behind the form is that if 
you complete each of the listed items, you will have (1) performed all the steps 
necessary to serve the client fully for this line of business – as such, the GPS serves as 
a useful process template for counselors and other staff – and (2) collected all of the 
data required to report a new Home Buyer Full Information client to NeighborWorks 
America in the Quarterly Production report. 
 
 
Using the GPS Form and Carrying out the Service Steps 
 
Using the GPS is simple. Each action item requires one or at most two steps: (1) 
complete data entry in a satellite page (not all action steps have a satellite page but 
most do) and (2) mark the step as completed when you finish entering all of the data 
required or have carried out all of the tasks steps. See below for discussion on each 
action step and how each step can be completed. 
 
 
12.5.1 Collect NW Supplemental Intake Data 
 
This step exists simply to collect additional demographic and client data that is not in the 
generic client Intake Screen in Classic CounselorMax. Since not all users of 
CounselorMax are NeighborWorks Chartered members, these data points are not 
included in the generic intake form. You need to collect these additional data points 
here. To access the GPS form that contains these data points, click on the link labeled 
Client Summary in the Function column of the GPS: 
 

 
 
 
This takes you to the Client Summary form where the form displays (3) yes or no 
questions, as well as additional NeighborWorks fields. Since a case can have more than 
one “applicant” the form, the first presents a summary list with the client and any co-
applicants you may have entered in the Intake form. 
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Once you finish entering all of the fields in the Client Summary form and return to the 
GPS main form, click on the “E” or edit button on NW Supplemental Data row to open 
the task completion sub-form: 
 

 
 
 
This opens the task completion form. If you select an outcome, the completed date will 
auto-populate to today‟s date. You can always back date a completed date for the task. 
 
This will mark the task as completed in the GPS. When you click the OK button, it will 
return you to the GPS and you will see the task marked as “Complete” in the Outcome 
column and see the completion date you entered. 
 

 
 
 
12.5.2 Schedule Class or Counseling Appointment 
 
The next step in the GPS service process is to schedule the client to a home buyer 
class, one-on-one counseling appointment or both. In some cases the client may have 
already attended a class or counseling session and you need to simply enter the data 
after the fact. In either case the steps are the same. 
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Schedule or Document Class Attendance 
 
To schedule a client to a class, click on the Class icon at the top right corner of the main 
GPS form: 
 

 
 
 
This opens up the class schedule form: 
 
Simply click on the Enroll checkbox next to the class or classes you wish to enroll the 
client in. If the client has already attended the class, after enrolling them, click the Attnd 
checkbox to record their attendance. 
 

 
 
 
Schedule Client to an Appointment 
 
To schedule a client to a counseling session click on the Appt icon on the top right 
corner of the GPS form: 
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This opens the client calendar form: 
 

 
Double click on the date you want to schedule the client for a counseling session. 
 
Click on the Add Event button: 
 

 
 
 
Enter all of the required fields and click “OK” to save the session. You don‟t need to 
return to the session to mark the attendance. The system assumes that the client 
attended the session unless you delete it. 
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You can enter as many classes and appointments as you wish per customer. 
 

NOTE:  Remember to mark Action item complete when the client is finished with all 
classes and counseling by clicking on the “E” edit button in the GPS for the Schedule 
Class or Counseling Appt task and select Complete for the status. 

 
 
 
12.5.3 Collect NW Supplemental Residence Data 
 
This form collects additional NeighborWorks required information about the client‟s 
current residence (not the home they‟re purchasing but the one they live in when coming 
to you for services). Click on the Residence link to access the form: 
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Make sure you enter all of the required data fields: 
 

 
 
 
Data Fields: 
 

 The address information is transferred over from the Intake screen. If you need to 
make any corrections or changes you can do so here. 

 Current Residence: optional field. 

 Residence Type: select the best option from the drop-down list. 

 Section 8 Rent? Does the client have a housing choice voucher that they use 
towards their rent? If so, check this checkbox, if not leave it blank. 

 Colonias: does the client live in a “colonias” community? “Colonias” are 
communities near the border with Mexico with substandard infrastructure and 
other defining characteristics. They are designated as such by the Federal 
government. If you are unsure, or you do not serve clients residing close to the 
border with Mexico, always leave this blank. If you are certain they do reside in a 
Colonias, check it for a “yes” answer. 

 Census Tract: enter the census tract where the client currently resides. You can 
click on the “lookup” link just underneath the “Census Tract” label to open up a 
window that takes you to the “FFIEC” web page: 
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 Enter the street address and Zip Code for the client and the form will provide you 
with the Census Tract: 
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Highlight and copy the “Tract Code” cell (Ctrl. + C), and paste it into the Census Tract 
field in CounselorMax. 
 

 Housing Arrangement: select the best answer from the options in the drop-
down list. For most clients “rent” will be the most appropriate, since they are in 
the process of buying a home. 

 Household Type: select the best option from the drop-down list. 
 
When you have entered all of the fields, make sure you click the Save button to save all 
of the entries to the database. You should get a Saved Successfully! pop-up message. 
Click “OK”. 
 
This returns you to the Residence summary form. Click on the Wk Plan icon at the top 
of the form to return to the main work plan form: 
 

 
 
 
There is a final but very important step. You must click the “E” button in the NW 
Supplemental Residence Data row. This will open the action status box. Select the 
proper outcome to mark the action item as “Complete”. 
 
12.5.4 Pre-qualify: Pull Credit 
 
The next step is to collect a Credit Score for the client and co-applicants. This is not a 
required step to successfully report the client to NeighborWorks; however, it is hard to 
imagine providing home buyer services to a client and not collecting their credit score in 
some form, so it is a best practice, and highly recommended that you collect a credit 
score for the client and co-applicants. 
 
Click on the Credit Report link in the GPS form: 
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This will take you to the main Credit form: 
 

 
 
 
You can enter a credit score in one of two ways: (1) automatically if you are set up to pull 
credit directly from First American Credco, or (2) manually. 
 
 
Auto-populate credit 
 
This module allows you to pull a client‟s credit report and auto-populate the liabilities and 
score automatically. 
 
If you are set-up to pull credit reports from CounselorMax, enter your login name and 
password and click on the OK button. 
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This opens the Get Credit Report form for the customer.  Fill in all the required data and 
click on the Get Credit report button. This connects you to First American Credco, the 
report provider, and completes the data transfer. 
 

 
 
 
Manual Credit Score Entry 
 
If you are not set up in CounselorMax to collect credit data automatically, you can still 
complete this step manually. Simply collect the credit report by your standard means and 
once you have done so you can finalize the Credit Report task as you do with any task. 
Click on the “E” edit button, fill out the task finalization form and click “OK”: 
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12.5.5 Pre-Qualify: Enter Liabilities 
 
If you pull a credit report through CounselorMax from Credco automatically, all client 
liabilities data auto-populates for you. You can still access them to edit and fine tune the 
data. If you did not pull the credit report automatically, you can still enter liabilities 
manually. In either case, to view liabilities click on the Liabilities link within the work 
plan. 
 

 
 
 
This opens the liabilities form.  If no liabilities exist in the system, you should see a form 
that allows you to enter data for the client‟s first liability. Complete all required data fields 
and click “SAVE”.  This saves your liability and takes you to the liability summary form: 
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If you click on the Paid off at Case Resolution checkbox at the bottom of the form, the 
liability will be added to the finance summary page.  This is required when applying for 
loans, grants or work out scenarios. 
 

 
If you pulled a credit report through CounselorMax and the customer‟s credit information 
included some existing liabilities or you‟ve already entered liabilities manually, you 
should be taken to the Liabilities summary form, from which you can access specific 
liabilities to review or edit, delete existing liabilities, or add new ones: 
 

 
 
 
The process is simple and entails clicking on the appropriate button “E” for edit, “D” for 
delete, and “Add New” to add a new liability. 
 
Make sure you enter all relevant liabilities for the customer including all existing 
mortgages. 
 
As usual, when you‟ve documented all of the liabilities, make sure you click on the 
“E” button for the “Liabilities” task to flag the task as “Complete”: 
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The task will be marked as completed when you return to the work plan. 
 
 
12.5.6 Pre-Qualify: Enter Income 
 
The next task in the process is to enter income data. Click on the Income link. If you 
have not entered income before, a new income form opens up. Complete all required 
items and click the SAVE button. 
 

 
 
 
Upon saving the first source of income the Income Summary form will display, listing all 
existing income sources. If at least one income exists, clicking on the Income link opens 
the Income summary form, and you can edit, delete, or add new income exactly as you 
did with liabilities. 
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Income does not have to be employment income. It can be any kind of income the 
customer has; for example, disability benefits, dividends, alimony payments, etc. Add 
these in the income sources too. To access the Other Income form, click on “Add New” 
button to view the standard “Income” form, and then click on the “Other income” link: 
 

 
 
 
This displays the Other Income link: 
 

 
 
 
 

 
 
 
As always, return to the work plan form.  When all sources of income are entered, 
complete the task by clicking on the “Edit” button.  Enter a completion date, select 
“Complete” as the Outcome and save the information entered. The task should be 
marked as completed in the work plan GPS. 
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12.5.7 Create Client Budget 
 
CounselorMax has a built-in client budget tool that allows you to work with the client to 
create a customized budget. To access the budget tool click on the Budget link in the 
Create Budget row: 

 
 
 
This will expose the “choose budget” sub-form.  Depending on the options your agency 
Admin has enabled in your version of CounselorMax, you should see up to three of the 
following options: 
 

1. Standard CounselorMax: a basic, but effective budget with a simple set of 
income and expense categories.   
 

2.  Standard Hope – HLP (HOPE LoanPort) Budget: this is a budget developed to 
collect all budget data required to electronically transmit a case to the HOPE 
LoanPort.  Because the HOPE LoanPort has a precise and fixed set of budget 
items, this budget is not customizable.   If your agency Admin has not enabled 
the HOPE LoanPort budget, you will not see this option. 

 
3. Custom (for your agency): this is a custom budget configured by your Agency 

Admin.  It contains those items your agency Admin considers important to collect 
for your case load.  If the agency Admin has not created and enabled a custom 
budget, you will not see this option. 
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Select the budget type you wish to create for your client by clicking on the corresponding 
radio button and then clicking the OK button.  This takes you to the “budget editing” form 
for that budget.  In the following case, you will see the Standard CounselorMax budget 
as an example. 
 

 
 
 
Any budget you create will be divided into three main sections: 
 

1. Income 
2. Fixed Expenses 
3. Discretionary Expenses 
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Entering client income data in the budget 
 
CounselorMax already has a Standard CounselorMax income form in the Case Profile 
section to enter client income sources so you want to avoid double entry of data.  If 
income sources already exist, they will be immediately visible in the budget‟s income 
section. 
 
Click on the update link next to the Income heading to jump to the Case Profile form 
and enter income sources: 
 

 
 
 

 



CounselorMax User Guide 

September 7, 2010 Chapter 12: Introduction to the GPS           Page 167 
 

 

  
 
 
Entering client Fixed and Discretionary Expenses 
 
The CounselorMax budget tool allows you to enter two types of budgets for your clients: 
fixed and discretionary. 
 

 
 
 
To enter fixed or discretionary budget amounts for your clients, simply enter the desired 
figure in the text box to the right of each budget line item.  
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Note: The items that appear on the fixed or discretionary categories are designated as 
such by the CounselorMax design team in the case of the Standard CounselorMax 
budget, the HOPE LoanPort budget designers in the case of the Hope LoanPort budget, 
or by your agency Admin in the case of Custom budget.   

 
 
Remember to click the Save button to save the values you have entered.  If you leave 
the form without saving, your entries will not be saved to the database. 
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Working with an existing client Budget 
 
You can easily edit any previously saved budget.  To do so, go back to the Work Plan 
form and click on the Budget link.  This will display two budget options: 
 

 
 
 

1. Edit Budget: this option allows you to edit an existing budget. 
 

2. View Budget:  this option allows you to view an existing budget.  If no budget 
has been created for the case, clicking on this option will display a budget with no 
income or expense entries, as no data has been saved yet. 
 

 
12.5.7.1 Edit Budget 
 
To edit an existing budget, from the Budget form, click on the Edit Budget link.  This 
displays the budget in “edit” mode and all of the previously entered values for the budget 
you previously saved for the client. 
 
You can now enter additional budget amounts or change existing amounts.  Remember 
to click the Save button when you are done or your values will not be saved. 
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12.5.7.2 View Budget 
 
Click on the View Budget link to view the existing budget in a printable (not-editable) 
format.  This is ideal for printing the budget to present to your clients.  The printable 
budget also contains four weekly columns that allow your client to track their expenses in 
order to obtain more realistic budget line-item numbers. 
 
Below is a partial sample budget on the View Budget screen: 
 

 
 
12.5.7.3   Printing the budget 
 
To print the budget, simply use the standard print command on your browser.  In Internet 
Explorer, click on the File pull-down menu in the top-left menu bar, and select “Print” 
from the menu choices: 
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12.5.8 Develop Client Goals and Action Plan 
 
This function is currently Not Available. 
 
 
12.5.9 Document Property Information 
 
The next work plan item is to collect detailed information on the property the client has 
purchased. To enter this data, click on the Subject Property link: 
 

 
 
 
This opens the Purchased Property form.  Make sure you enter all of the required 
fields. 
 

 
 
 
Some of the fields are dynamic. For example, if you click on the Built off site checkbox 
to indicate that the home is a manufactured home and built off site then the form reveals 
additional fields that must be answered: What type of construction was used? 
What mortgage type? What land type does the manufactured home sit on? 
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Another example is the Type of Unit field. If you select “Rehab” or “New” for the 
Type of Unit, you will see an additional cost field for “Rehab/Const. Cost”: 
 

 
 
 
Once you have entered all of the required fields, click on “SAVE”.  Remember to mark 
the task as “Complete” in the GPS using the task completed form.   
 
 
12.5.10 Apply (Enter) Financing 
 
In addition to documenting property information, you also need to document the 
financing that went into the purchase of the home. Click on the Property and Finance 
link in the GPS: 
 

 
 
 
This will open the Property and Finance summary form: 
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In the example above, you see that the total property costs from the Subject Property 
form add up to $205,000. You need to enter financing records that add up to this 
number.  These can be combinations of loans, grants, and liquid assets. To enter 
financing records, click on the link for the first record type you want to enter. In this 
example, you can add a new loan by clicking on the Loan link: 
 

 
 
 
This opens the new Loan Form. Enter at least all of the required fields and click 
“Save”: 
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Once you save the first loan (or any financing record) you will be returned to the 
Property and Financing detail form. You will see the new financing record added to the 
summary and the remaining financing balance will be decreased by the amount of the 
financing. 
 
Add additional loans, grants or client or seller contributions (“liquid assets”) until the full 
price of the transaction is reached. 
 

 
 
 
In this case, add an additional grant and a buyer‟s portion (liquid asset) to account for 
the remaining $15,000. 
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To begin, click on the Grant link to add a new grant. This takes you to the new 
Grant form. Enter at least all of the required fields and click “Save”: 
 

 
 
 
Next, add the buyer‟s contribution by clicking on the Liquid Asset link above the 
financing summery and entering all of the required information and saving the record: 
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Notice that the financing summary no longer displays a remaining balance: 
 

 
 
 
In this case, finish entering financing information. Of course, you need to enter the 
specific combination of loans, grants and liquid assets that comprised your client‟s 
transaction. 
 
Note that at any time, you can go into an existing financing record and edit it by clicking 
on the “E” edit button to the right of the record.  You can also delete a record by clicking 
the “D” to the right of the record. 
 
When you are finished entering all financing, go back to the GPS and mark the task as 
completed: 
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12.5.11 Close Out and Resolution 
 
Once you have completed all items in the work, you are ready to close out the case. 
Click on the Resolution link: 
 

 
 
 
You may see the following pop-up: 
 

 
 
 
You can safely ignore this warning in this case because you are about to complete the 
only one outstanding item, “Resolution”. 
 
Remember to close out the Resolution action item before you resolve the case. 
 
This will open the Resolution form. You need to select the correct resolution for the 
case. In this case the customer successfully bought a home, so the correct option is 
“Fulfilled” which corresponds to “Purchased Housing” in the HUD 9902: 
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Other possible resolutions are: 

 “Suspended” if the customer dropped out of the process. 

 “Entered Lease Purchase Pgm” is self-explanatory. 

 “Decided Not to Purchase” if the client decided that purchasing was not 
affordable or advisable as a result of your work with them. 

 
The resolutions correspond to the HUD 9902 resolutions.  If the customer attended 
counseling and or education and you entered these events in the GPS, the client will 
successfully show up on the HUD 9902 without any additional data entry. 
 
Once you resolve the case, the form will update and you can see that the case is 
resolved.  You can also go back and reactivate the case if you missed a step: 
 

 
 
 
You can now return to the GPS form and mark the Resolution task as Complete. 
 
At this point, you have completed entering all required data for the case. 
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12.6 Rehab Services 
 
You can use the CounselorMax Rehab module to ensure that you accurately capture 
all of the data required to report housing rehab production to NeighborWorks. 
 
Client Intake 
 
1. Create a standard client case using Case Data sub-tab within the Intake tab.  Make 

sure you select “Homeowner Services” from the Service Type drop-down list as 
this is the only service path that will later provide you with the data entry forms 
associated with NeighborWorks rehab data collection. 

 

 
 
 
2. Enter all of the required fields to create a new case (note that to access some of the 

fields you must click on the Additional Fields green checkboxes to expose the 
additional fields on the screen: 

 

 Total Co-Apps (enter 0 if there are none) 

 Referral Source (you or your agency Admin can customize the list of options) 

 Race 

 Number in Household 

 Gender 

 Birth date 

 Household Annual Income 

 County (the list will narrow down the available options based on the client‟s 
address) 

 Current Residence (status) 
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In addition, you will want to enter the following NeighborWorks required fields if you 
have the information: 
 

 Veteran 

 Foreign Born 

 Housing Choice Voucher (does the customer have a housing choice voucher 
to help subsidize their rent or mortgage payments) 

 Head of Household 

 Disabled 

 1st Time Buyer 

 Authorization to Release Information 
 

While these fields are not required to save a case in CounselorMax they are required 
to report the case to NeighborWorks.  If you do not have this data while you are filling 
out the intake form, leave these fields blank and you will have a chance to collect the 
data later. 

 
3. Click the Save Changes button at the bottom of the form to save your data.  You 

should see a Save Successfully! pop-up message: 
 

 
 
 
4. You will then see a Auto Generate Work Plan screen: 
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5. Click on Auto Generate Work Plan link on the above screen and the following screen 
appears for you to select the work plan template for your client:  

 

 
 

 
 

6. Select the “NW Rehab” button and click “OK”. 
 

7. You will see a GPS work plan template for NW Rehab as shown below: 
 

 

 
 
 
The form displays the pre-created work plan items required to successfully manage 
the client case and collect all of the data required.  Click on the Save Work Plan 
button to create the client‟s work plan and access the data entry forms. 
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8. Once you save the work plan for this client, the GPS page is created and you should 
see an easy to use form that allows you to access and view all client data from one 
central location: 

 

 
 
 
The form contains 7 pre-defined work plan items.  The concept behind the form is that if 
you complete each of the listed items you will have (1) performed all the steps necessary 
to serve the client fully for this line of business – as such, the GPS serves as a useful 
process template for counselors and other staff – and (2) collected all of the data 
required to report a rehab client information to NeighborWorks in the Quarterly 
Production report.   
 
Using the GPS Form and Carrying out the Service Steps 
 
Each action item requires one or at most two steps: (1) complete data entry in a satellite 
page (not all action steps have a satellite page but most do) and (2) mark the step as 
completed when you finish entering all of the data required or carried out all of the tasks 
steps. See below for discussion on each action step and how each step can be 
completed. 
 
12.6.1 Collect NW Supplemental Intake Data 
 
This step exists simply to collect additional demographic and client data that is not on 
the Intake tab within Classic CounselorMax.  You need to collect these additional data 
points here.  To access the satellite page that contains these data points click on the link 
labeled “Client Summary” under the Function heading of the GPS: 
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This takes you to the Client Summary form where the form displays three yes or no 
questions, the additional NeighborWorks fields.  You may have already answered these 
in the Intake screen; if not, you have a second chance to enter them here: 
 

 
 
 
Once you finish entering all of the fields in the Client Summary form and return to the 
GPS main form, click on the “E” or edit button on NW Supplemental Data row to open 
the task completion sub-form: 
 

 
 
 
This opens the task completion form.  If you select an outcome in the Outcome pull-
down list, the completed date auto-populates to today‟s date. You can always back date 
a completed date for the task: 
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This marks the task as completed in the GPS.  When you click the OK button, it returns 
you to the GPS and you should see the task marked as “Complete” in the Outcome 
column and see the completion date you entered. 
 
 
12.6.2 Collect NW Supplemental Residence Data 
 
This form collects additional NeighborWorks required information about the client‟s 
current residence (not the home they‟re purchasing but the one they live in when coming 
to you for services).  Click on the Residence link to access the form: 
 

 
 
 
Make sure you enter at least all of the required fields: 
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Data Fields: 
 

 The address information is transferred over from the Intake screen. If you need to 
make any corrections or changes you can do so here. 

 Current Residence: optional field. 

 Residence Type: select the best option from the drop-down list. 

 Section 8 Rent? Does the client have a housing choice voucher that they use 
towards their rent? If so, check this checkbox, if not leave it blank. 

 Colonias: does the client live in a “colonias” community? “Colonias” are 
communities near the border with Mexico with substandard infrastructure and 
other defining characteristics. They are designated as such by the Federal 
government. If you are unsure, or you do not serve clients residing close to the 
border with Mexico, always leave this blank. If you are certain they do reside in a 
Colonias, check it for a “yes” answer. 

 Census Tract: enter the census tract where the client currently resides. You can 
click on the “lookup” link just underneath the “Census Tract” label to open up a 
window that takes you to the “FFIEC” web page: 
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 Enter the street address and Zip Code for the client and the form will provide you 
with the Census Tract: 

 

 
 
 

Highlight and copy the “Tract Code” cell (Ctrl. + C), and paste it into the Census Tract 
field in CounselorMax. 

 

 “Housing Arrangement”: select the best answer from the options in the drop-
down list.  For most clients, “rent” is the most appropriate, since they are in the 
process of buying a home. 

 “Household Type”: select the best option from the drop-down list. 
 
When you have entered all of the fields, make sure you click the Save button to save all 
of the data entered.  You should get a Saved successfully! pop-up message.  Click 
“OK”.  This will return you to the Residence summary form.  Click on the Wk Plan icon 
at the top of the form to return to the main work plan form: 
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There‟s a final but very important step.  You must click the Edit button in the NW 
Supplemental Residence Data screen.  This opens the action status box.  Select the 
proper outcome to mark the action item as “Complete”.  
12.6.3 Schedule Class or Counseling Appointment 
 
The next step in the GPS service process is to schedule the client to a class, one-on-one 
counseling appointment or both, if appropriate.  This is not a requirement for client 
reporting, but it is important that you capture this information for HUD and 
NeighborWorks reporting.  In some cases, the client may have already attended a class 
or counseling session and you need to simply enter the data after the fact.  In either 
case, the steps are the same. 
 
Schedule or Document Class Attendance 
 
To schedule a client to a class click on the Class icon at the top right corner of the GPS 
form: 
 

 
 
 
This opens up the class schedule form: 
 

 
 
 
Simply click in the Enroll checkbox next to the class or classes you wish to enroll the 
client in. If the client has already attended the class, after enrolling them, click the Attnd 
checkbox to record their attendance.  
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Schedule Client to an Appointment 
 
To schedule a client to a counseling session click on the Appt icon on the top right 
corner of the GPS form: 
 

 
 
 
This will open the client calendar form: 
 

 
 
 
Double click on the date you want to schedule the client for a counseling session.   
 



CounselorMax User Guide 

September 7, 2010 Chapter 12: Introduction to the GPS           Page 189 
 

Click on the Add Event button: 
 

 
 
 
You will see a screen display as shown below: 
 
 

  
 
 
Enter all of the required fields and click “OK” to save the session.  You don‟t need to 
return to the session to mark the attendance.  The system assumes that the client 
attended the session unless you delete it. 
 
You can enter as many classes and appointments as you wish per customer. 
 
Remember to Mark Action Item Complete: When the client is finished with all classes 
and counseling, click on the “E” edit button in the GPS for the Schedule Class or 
Counseling Appt task and select “Complete” for the status. 
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Make sure the GPS reflects the item as complete. 
 

 
 
 
12.6.4 Pre-qualify: Pull Credit 
 
The next step is to collect a Credit Score for the client and co-applicants if this is part of 
your service process.  This is not a required step to successfully report the client to 
NeighborWorks.  However, this is a best practice as it is hard to imagine providing 
services to a client and not collecting their credit score in some form.  Thus, it is highly 
recommended that you collect a credit score for the client and co-applicants.   
 
Click on the Credit Report link in the GPS form: 
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This takes you to the main Credit form: 
 

 
 
 
You can enter a credit score in one of two ways: (1) automatically if you are set up to pull 
credit directly from First American Credco, or (2) manually. 
 
Auto-populate credit 
 
As is the case for Classic CounselorMax, the MD module allows you to pull a client‟s 
credit report and auto-populate the liabilities and score automatically.   
 
If you are set-up to pull credit reports from CounselorMax enter your login name and 
password and click on “OK”. 
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This opens up the Get Credit Report form for the customer.  Fill in all the required data 
and click on the Get Credit report button.  This connects you to First American Credco, 
the report provider, and completes the data transfer. 
 

 
 
 
Manual Credit Score Entry 
 
If you are not set up in CounselorMax to collect credit data automatically, you can still 
complete this step manually.  Simply collect the credit report by your standard means 
and once you have done so you can finalize the “Credit Report” task as you do with any 
task.  Click on the Edit button, fill out the task finalization form and click “OK”: 
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12.6.5 Document Property Information 
 
The next work plan item is to collect detailed information on the client‟s rehab property.  
To enter this data click on the Subject Property link as shown below: 
 

 
 
 
This opens the Subject Property form.  Make sure you enter all of the required fields.   
 

 
 
 
Once you have entered all of the required fields, click on “Save”.  Remember to mark 
the task as “Complete” in the GPS using the task completed form. 
 
 
12.6.6 Document Financing 
 
In order to document property information, you need to document the financing 
information for the purchase of the home.  Click on the Finance Page link: 
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This will open the Finance Page summary form: 
 

 
 
 

In the example above, you can see that Rehab Amount plus Closing costs plus Other 
add up to $30,500.  You need to enter financing records that add up to this number.   
They can be combinations of loans, grants, and liquid assets.  To enter financing 
records, click on the link for the first record type you want to enter.  In this example, add 
a new loan by clicking on the Loan link: 
 

 
 
 
This opens the new Loan Form.  Enter at least all of the required fields and click “Save”: 
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Once you save the first loan (or any financing record) you will be returned to the 
Financing Page form.  You can see the new financing record added to the summary and 
the remaining financing balance decrease by the amount of the financing. 
 
Add additional loans, grants or client or seller contributions (“liquid assets”) until the full 
price of the transaction is reached. 

  
 
 
In this case, you need to add an additional “Liquid Asset” (buyer‟s portion to account 
for the remaining $2,500 balance. 
 
Next, you can add the buyer‟s contribution by clicking on the Liquid Asset link next to  
the Financing Summary and entering all of the required information and click on “Save”. 
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On the screen below, notice that the financing summary no longer displays a remaining 
balance: 
 

 
 
 
At this point, you are finished entering financing information. 
 
At any time, you can go into an existing financing record and edit by clicking on the “E” 
edit button to the right of the record.  You can also delete a record by clicking the “D” to 
the right of the record.  See below: 
 

 
 
 
When you are finished entering all financing go back to the GPS and mark the task as 
completed: 
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12.6.7 Close Out and Resolution 
 
Once you have completed all items in the work plan, click on the Resolution link: 
 

 
 
 
You may see the following pop-up screen: 
 

 
 
 
You can safely ignore this message in this case as the only one outstanding item, 
Resolution, is about to be completed. 
 
Click on the Resolution Action item.  This will open the Resolution form.  You need to 
select the correct resolution for the case.  In this case, the customer received a home 
improvement loan so the correct option is “Rcvd. Home Equity/Home Improvement 
Loan” as shown below: 
 

 
 
 
The resolutions correspond to the HUD 9902 resolutions.  If the customer attended 
counseling and/or education and you entered these events in the GPS, the client will 
successfully show up on the HUD 9902 without any additional data entry. 
 
Once you resolve the case, the form will update and you should see that the case is 
resolved: 
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NOTE:  You can also go back and click on the Re-Activate this Case button if you 
missed a step. 

 
You can now return to the GPS form and mark the Resolution task as “Complete” in 
the GPS to finalize the case. 
 
You have completed entering all required data for the case.   
 
 
12.7 Other Client Services 
 
You can use the Other Client Based Services module to ensure that you accurately 
capture all of the data required to report client based services that cost less than $2,000 
to NeighborWorks.  This is an important category of production that you should not 
ignore.  If you do any significant level of production, the number of investment dollars 
and affected units could be significant and they could have a large impact on your 
reported dollars and units of investment. 
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Client Intake 
 
1. Create a standard client intake in CounselorMax.  Make sure to select “Homeowner 

Services” from the Service Type drop-down list as this is the only service path that 
will later provide you with the data entry forms associated with NeighborWorks  data 
collection. 

 

 
 
 
2. Enter all of the required fields to create a new case in CounselorMax: 
 

 Total Co-Apps (enter 0 if there are none) 

 Referral Source (you or your agency admin can customize the list of options) 

 Race 

 Number in Household 

 Gender 

 Birth date 

 Household Annual Income 
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 County (the list will narrow down the available options based on the client‟s 
address) 

 Current Residence (status) 
 
In addition, you need to enter the following NeighborWorks required fields if you have 
the information: 
 

 Veteran 

 Foreign Born 

 Housing Choice Voucher (does the customer have a housing choice voucher 
to help subsidize their rent or mortgage payments) 

 Head of Household 

 Disabled 

 1st Time Home Buyer 

 Authorization to Release Information 
 

While these fields are not required to save a case in CounselorMax, they are 
required to report the case to NeighborWorks.  If you do not have this data while you 
are filling out the Case Data sub-tab on the Intake tab, leave these fields bank and 
you will have a chance to collect the data later. 

 
3. Click the Save Changes button at the bottom of the form to save your data.  You 

should see a “Saved Successfully!” pop-up message: 
 

 
 
 
4. You should then see the following screen to select the Type of Service you are 

providing this client.  See the following options: 
 

 
 
 
5. Select the NW Other Client Based Services radio button. 
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6. Once you‟ve selected the appropriate service level by clicking on the radio button, 

click “OK”. 
 

7. You should see the GPS work plan generator form: 
 

 
 
 
The form displays the pre-created work plan items required to successfully manage 
the client case and collect all of the data required.  Click on the Save Work Plan 
button to create the client‟s work plan and access the data entry forms. 
 

8. Once you save the work plan for this client, the GPS page is created and you should 
see an easy to use form that allows you to access and view all client data from one 
central location: 

 

 
 
The form contains 2 pre-defined work plan items.  The concept behind the form is that if 
you complete each of the listed items you will have (1) performed all the steps necessary 
to serve the client fully for this line of business – as such, the GPS serves as a useful 
process template for counselors and other staff – and (2) collected all of the data 
required to report a NW Other Client Based Services client to NeighborWorks America 
in the Quarterly Production report.   
 
 
Using the GPS Form and Carrying out the Service Steps 
 
Each action item requires one or at most two steps: (1) complete data entry in a satellite 
page (not all action steps have a satellite page but most do) and (2) mark the step as 
completed when you finish entering all of the data required or carried out all of the tasks 
steps. See below for discussion on each action step and how each step can be 
completed. 
12.7.1 Collect “Client Project Data” 
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This step is where you enter the entire project and related financing data.  It‟s a simple 
form with relatively few data points.  To access the satellite page that contains these 
data points, click on the link labeled “Project Data” under the Function column heading 
of the GPS: 
 

 
 
 
This will take you to the “Other Client Based Service”.  There are two steps to entering 
the data in this form: 
 

1. Enter and save the basic service record. 
2. Enter all required financing to cover the service costs. 
 

To begin enter all of the required service fields as below.  In this example, you are 
tracking an Emergency Home Repair service: 
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Note that you do not yet have financing records, or even the option to save financing 
records.  You will not have these until you click on the save button to record the service 
record in the database: 
 
Once you click the Save button and successfully save the record notice that the 
financing portion of the screen becomes active and you can now enter financing records: 
 

 
 
 
You can now enter one or more financing records to justify the cost of the services.  You 
must enter at least enough financing to add up to the total service cost.  In this case it‟s 
“$1,000”.   
 
In this example, you will enter two records: an emergency $500 loan and a $500 grant to 
cover the entire $1000.  To do this, you need to first enter all of the required financing 
fields and click on “Save”: 
 

1. Source Name 
2. Funding Amount 
3. Funding Type 
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Notice that this saves the financing record and gives you the option to add more records 
if you need to: 
 

 
 
 
Once you click “Save Funds”, the record is saved.  If you made a mistake and need to 
edit or delete the record, you can click on the Edit and Delete buttons to access the 
record and make changes: 
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To add an additional financing record, click on the Add New button in the financing 
section of the form: 
 

 
 
 
This adds a financing row and you can enter all the required fields and save it: 
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Once you save this record, you should see it reflected in the financing section along with 
any other records you have added: 
 

 
 
 
Once you‟ve finished entering all of the financing (remember that the financing should 
always add up to exactly the service cost), you can return to the GPS form to mark this 
task as completed by clicking on the wk plan icon at the top left of the form: 
 

 
 
 
This brings you back to the GPS form.  You must now mark the action item as 
“Complete” to signal to the GPS that this step is finalized.  This is a required step.  If 
you do not mark this, you will not be able to report the client.  Click on the Edit 
Complete button to the left of the action item to open the status form: 
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This opens the task resolution form.  All you need to do is select “Complete” from the 
Outcome drop-down list.  This auto-populates the Date Completed date.  If you prefer, 
you can enter a different date.  Once you have entered these two fields, click on the 
Save button to save the status. 
 

 
 
 
This returns you to the GPS form.  Note that the task is now marked as “Complete”: 
 

 
 
 
If you need to go back and change the status, simply click on the Edit button for the task 
again and change the status back to “Not Completed”. 
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12.7.2 Close Out and Resolution 
 
Once you have fully documented the service in the Project Data link and have marked 
the item as “Complete”, you are ready to resolve the service.  This is required to report 
the services to NeighborWorks.  To do this, click on the Resolution link: 
 

 
 
 
You may see the following pop-up: 
 

 
 
 
You can safely ignore it in this case as the only one outstanding item, “Resolution”, is 
about to be completed. 
 
This will open the Resolution form.  You need to select the correct resolution for the 
case.  In this case the best option from the list is “Recvd. Home Equity/Home 
Improvement Loan”.  If none of the options are appropriate (e.g., they simply received 
an emergency repair grant), select “Suspended” and this will still be reported.  
“Suspended” maps to “Other” outcome in the 9902 report: 
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Click the Resolve This Case button to save the resolution.  Then click on the wk plan 
icon to return to the work plan.  Click on the Edit button to the left of the Resolve Case 
task to open the task resolution form, mark it as “Completed” and click on “OK”. 
 

 
 
 
Note that the action item is now marked as “Completed” in the GPS: 
 

 
 
 
You have completed entering all required data for the case.   
 
 
12.8 Mortgage Default Services (MD GPS) – refer to Section 8.2.1 
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Chapter 13:  Admin Menu Functions 

 
CounselorMax has two distinct modes:  Global Mode and Client Mode.  While Global 
Mode and Client Mode are necessary for day to day use of CounselorMax, the Admin 
Menu is used for the overall administration of the system.  
 
When an agency acquires a license for CounselorMax, the agency should ensure that 
minimum of two users have the privileges of admin access.  The users who have admin 
access are responsible for the following: 
 

1) Set up the agency on CounselorMax, 
2) Add counselors as users 
3) Set up courses and class dates 
4) Other customizations 

 
Much of the customization of CounselorMax will be done shortly after activating the 
agency‟s software license. 
 
To access the Admin Menu, the users must be logged into CounselorMax.  As 
discussed on Chapter 2, the Admin Menu link is located in the lower left corner. 
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Click on the Admin Menu link and the following Administration Page Menu screen will 
appears: 

 
 

 
13.1 Manage My Data 
 
Once the admin menu is accessed, all of the active links are displayed.  The first eight 
links are functions that will be used on a consistent basis by the administrators for each 
license to manage the agency‟s data.   
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13.1.1 My Agency 
 
The My Agency link is used as the contact information that CounselorMax will use for 
flyers, letters, reports, etc.  This should be the first step an administrator takes after 
CounselorMax has been purchased and the license is activated. 
 
 

 
 
 

NOTE:  NeighborWorks America Id field above is used by NeighborWorks 
organizations to enter its organization ID for information purposes. 

 
As with all pages in CounselorMax, the user should always save before moving on to the 
next page.  Click “Save Changes”. 
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13.1.2 CARS Profile 
 
The CARS Profile holds agency specific information and has been used for HUD 
reporting purposes.   
 
 
 

 
 
HCS ID = Housing Counselor System ID 
EIN = Employee Identification Number 
HCS Password = HUD assigned password 
 
Enter data in the required fields and click “Save Changes”. 
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13.1.3 Case Management 
 
The Case Management link allows an administrator to edit, update or delete any 
information on active and resolved cases.  If the user is seeking an individual client, they 
can be identified by the first letter of their last name selected along the top.  In the case 
where the administrator needs to locate multiple clients or may not be able to identify 
them by name, there is a series of selection criteria that can be used to sort and select a 
client.  The Client Status field is mandatory for a search and all other fields are optional 
to select. 
  
After the clients have been narrowed down by the selection criteria, the admin/user will 
have the option to edit or delete the client.   
 

 
 

NOTE:  The case number will be added on this screen. Also, limit your search criteria for 

best results. 
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For example, if you select “Fulfilled” in the Client Status pull-down list above and click 
“OK”, the following screen appears: 
 

 
 
Once a client has been selected, click on “Edit” and the client‟s record appears and the 
admin can edit any of the information that needs to be updated or corrected. 
 

 
 
 
 
All of the information that had been previously entered into CounselorMax by users is 
accessible to the admin for modification.  By clicking the Save Changes button on the 
bottom of the above screen (you need to scroll down to see the button), the admin can 
make changes to any information and overwrite the information that existed previously. 
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The admin can further edit the case information by clicking on the above four links on the 
top of the screen:  Update Closing Information, Update Closing Loan Programs, 
Update Subject Property and Guidance & Planning System (GPS). 
 
13.1.4 Counselors  
 
The Counselors link gives the admin access to add, edit or delete any user under the 
CounselorMax license.  The functions of adding, editing or deleting users is the 
responsibility of the agency‟s administrator(s). 
 
When you click on the Counselors link, the following screen appears: 
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Add Counselors 
 
Click on Add New button to add new counselors/users.  When adding new users: 
 
1. Use correct organizational e-mail 
2. Fill out all fields 
3. Double Check all entries (spelling, periods, letter case) 
4. User Type: Select appropriate security level 

a. Administrator = Access to all functions 
b. Assistant = Access limited to 'Calendar, 'Intake', 'Outreach', and 'Education' 

functions 
c. Counselor = Access to all functions except 'Admin.' functions 

5. Number of individuals with Admin right 
a. Should be a minimum of two, 
b. Limit the overall number to three (3) for data integrity 

 
The new users should promptly receive two emails with: 
 
1. Their login and 
2. Their password 

a. The Admin should remind the new users to change their passwords after logging 
in the first time 

 
The number of users and Admin: 
 
1. To check for the number of users allotted to your organization: 

a. Click on Admin Menu> Renew/Add Seats to view the number of “seats” 
b. For additional seats, click on the Admin Menu> Renew/Add Seats 

2. The number of individuals with CounselorMax Admin rights 
a. Minimum of Two 
b. Overall limit of three (3) for data integrity 

 



CounselorMax User Guide 

September 7, 2010 Chapter 13:  Admin Menu Functions           Page 219 
 

Edit Counselors 
 
Click the checkbox under Edit on the right side of the user you want to select.  After a 
user is selected to edit, the admin can edit or correct a user‟s profile.   
 

 
NOTE:  It is important to note that user names should NOT be changed in editing a user 
profile because it may affect data integrity. In addition, the admin can assign different 
levels of access - Administrator, Assistant or Counselor - to each individual user.   

 
 
Removing Counselors 
 
Removing a counselor will delete the counselor name and inactivate login but all case 
information remains in the system. 
 
 



CounselorMax User Guide 

September 7, 2010 Chapter 13:  Admin Menu Functions           Page 220 
 

13.1.5 Review & Sign-Off on Records To-Date 
 
Admin can use the Review & Sign-Off on Records link to select reports based on 
certain criteria, review them for accuracy and sign-off on their accuracy once they have 
been reviewed. 
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13.1.6 Sign-up to Pull Credit Reports 
 
As discussed in Chapter 8, if you have a relationship with Credco, you are eligible to 
sign up to pull credit reports through CounselorMax.  Credco is the only credit reporting 
company that such a relationship exists with for CounselorMax.  Click on the Sign-up to 
Pull Credit Reports link and you will see the following screen: 
 

 
 
 
Enter the required data on the above screen to set up a Credco account. 
 
If you pulled a credit report from CounselorMax automatically, all of the client‟s credit 
data and liabilities will be auto-populated for you.  You can still access them to edit and 
fine tune the data.  If you did not pull the credit report automatically, you can still enter 
liabilities manually.  Refer to Chapter 8 (Section 8.2.1.4) for additional information on 
credit report and liabilities manual entry process. 
 
 
 
 
 
 
 
 
 
 
 
 
 



CounselorMax User Guide 

September 7, 2010 Chapter 13:  Admin Menu Functions           Page 222 
 

13.1.7 NFMC Grantors 
 
If the agency receives funding from the NFMC through a direct NFMC grantee, there 
may be specific reports that are required.   
 
From this section you can add or delete NFMC grantees that are granting funds for the 
agency. 
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13.1.8 Legacy Clients 
 
When CounselorMax is activated at an agency, the agency has 90 days to enter any 
active client files and cases from a legacy system to CounselorMax.  See below the 
screen that appears when you click on Legacy Client.  You can use the Legacy Clients 
link first to set up your client information and then click on the Legacy Cases link to 
enter that client case information to CounselorMax. 
 

  
 
 

NOTE:  The screenshot of the Admin Menu was taken from a version of CounselorMax 
that is a training site and reflects a term of longer than 90 days.  However, your version 
of CounselorMax will have a maximum of 90 days for Legacy Clients. 

 
See below the screen that appears when you click on the Legacy Client link: 
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In addition to the Legacy Clients link in the main Admin Menu, you can go directly to 
Legacy Clients from the main CounselorMax page as seen below on the lower left 
corner: 
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13.2 Customize CounselorMax 
 
One of the unique features of CounselorMax is the ability for users with Admin privileges 
to customize data fields from the Admin Menu which will correlate to the appropriate 
data entry points in Classic CounselorMax or the Guidance & Planning System (GPS).   
 
By customizing CounselorMax, each agency can create custom reports that can provide 
a true reflection of the specific circumstances of their clients and/or to reflect the 
requests or stipulations of various funding sources. 
 
 

 
 
 
Each of the hyperlinks under the Customize CounselorMax section have embedded 
links with functions that correlate to data fields in the operational side of CounselorMax.   
 

NOTE:  Administrators are cautioned not to over-customize CounselorMax and to limit 
the number of users in the agency with Admin level access.  This will allow a better 
control over who can customize data fields. 
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13.2.1 Calendar 
 
The calendar functions in CounselorMax are used by the counselor to track their 
appointments, calls, meetings, trainings and educational components of their work flow 
and their clients.  CounselorMax comes with some options that are pre-loaded and 
cannot be edited or removed.  Those items are Appointment, Class, Training, Meeting 
and Call. 
 
Click on the Calendar link under the Customize CounselorMax menu to see the 
following links, each representing customizable fields: 
 

 
 
Event Types 
 
When you click on the Event Types link, you will see the following: 
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You can Edit Record, Create New or Delete Event Types on the screen above. 
 
For example, click on Create New and enter a new customized Event Type on the 
screen below: 
 

  
 
 

NOTE:  Target Type is geared toward 1) Staff or 2) Client type. 

 
 
Client Log Subjects 
 
The Client Log is the function in CounselorMax that counselors can use to track 
activities and time spent with clients throughout the counseling process.   
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CounselorMax comes with Client Log Subjects pull-down list.  This is typically used 
when using the Client Log on the Counseling tab and if there is other activities the 
Agency typically participates in that are date specific or recurring.    
Client Log Actions 
 
Administrators can also customize Client Log Actions for users to select while in the 
Client Log on the Counseling tab.   
 

 
 
CounselorMax is pre-loaded with the actions of Phone, Walk-in Consultation, Case 
Mgt, Email and Voice mail.  These actions are available in a drop-down list in the client 
log. 
 
 
Reminder Actions 
 
 The Reminder Action (discussion below) directs the counselor on what action they 
need to do that corresponds to specific Client Log Subjects in a calendar reminder.   
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CounselorMax comes with Phone, Meeting, Appt Letter, Class, Close Letter and 
Survey under the Reminder Action set up.  Additional reminder actions that are 
pertinent to the work flow of each agency can be added.   
 
 
Custom Reminder Letters 
 
A Custom Reminder Letter can be set up from the Admin Menu in CounselorMax so 
the agency‟s counselors can send specific and relevant letters to the client.   
 

 
 
The letters can be further customized with the logo of the agency which can be uploaded 
into the system as well as with agency specific information which will appear at the 
bottom of the letter when it is printed.  Letters are saved and can be re-used or modified 
by the Letter Title and by Letter Type. 
 
You can create a Custom Reminder Letter similar to the letter shown below by clicking 
on Create New on the screen shown above.  See below for an example of a letter 
creation in progress: 
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Letters can be written in multiple languages but will not automatically translate into any 
other language from English. 
 

NOTE:  CounselorMax currently does not have email capabilities.  If you want to send a 
letter via e-mail, you need to save the letter on your local drive and use your email 
application to attach the file before sending your e-mail. 

 
 
Reminder Letter 
 
A more general use Reminder Letter can also be created and customized from the 
Admin Menu.  These can be used as standard reminder letters for clients who have an 
appointment about a home purchase, for example, listing the items that will be needed 
for completion of the file.   
 
Below is an example of the letter template: 
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Reminder Types 
 
Adding Reminder Types supplement the existing options in the calendar reminder 
section.  
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The options that come with CounselorMax are Follow up, Appt, Class, Closing, Work 
Plan, and Meeting.  Adding options gives the counselor some additional tasks they can 
perform with the client or on the client‟s behalf. 
 
 
13.2.2 Counseling 
 
Click on the Counseling link under the Customize CounselorMax main link: 
 

 
 
You should see the following links:  
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13.2.2.1 Payments & Closing Cost 
 
The first section of links under the Counseling link is related to creating a customized 
template for closing on a residential real estate mortgage under the Payments & 
Closing Cost section.  This is useful for agencies that have clients that they assist 
throughout the mortgage process.  
 

 Closing Costs – This link allows the administrator to input static data for some 
general loan fees such as title insurance, appraisal, wire transfer fees and some 
office fees.  For example, when you click on Closing Costs link, you should see 
the following screen: 

 
 

From this screen, you can click on “Edit record” to edit any of the fees associated 
with closing costs: 

 

 
 

 Hazard insurance– this link allows the administrator to input a percentage of the 
loan amount that is reflective of local averages for hazard insurance coverage. 

 

 Property Tax - this link allows the administrator to input a percentage of the loan 
amount that is reflective of local averages for property taxes. 
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 PreQual Signature Instructions – This link gives the agency the opportunity to 
write additional text to the disclosure that comes with CounselorMax for the client 
to read and agree with before signing a document verifying their information.  
This practice is optional for agencies. 

 
 
13.2.2.2 Budgets 
 
Agency Admins, with “Administrator” rights in CounselorMax have the following new 
functionality: 

1. Select which budget templates are available to counselors and clients. 
2. Create and customize an agency custom budget. 

 
To create a custom agency budget you must have “Admin” privileges in CounselorMax.   
 
From any page in the CounselorMax Classic, click on the Admin Menu link.  From the 
main Admin Menu screen, click on the Counseling link and you should see two new 
links in the “Counseling” admin form: 

 
1. Budget selection: used by agency Admin to designate which budget templates 

are available to the agency counselors. 
2. Customize budget: used by agency Admin to create a custom budget template.  

 
 

Budget Selection 
 

To select which budget templates are available to counselors, click on the Admin 
Menu link followed by the Counseling link.  You should see the following new 
options: 
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Next, click on the Budget Selection link.  This displays the following form: 
 

  
 

 
You should see up to three of the following options: 
 

1. Standard CounselorMax:  a basic but effective budget with a simple set of 
income and expense categories.   
 

2.  Standard Hope – HLP (Hope LoanPort) budget:  this is a budget developed to 
collect all budget data required for loan modification package submitted to the 
HOPE LoanPort.  Because the HOPE LoanPort has a precise and fixed set of 
budget items, this budget is not customizable.  If your agency Admin has not 
enabled the HOPE LoanPort budget, you will not see this option. 
 

3. Custom (for your agency): this is a custom budget configured by your agency 
Admin.  It contains those items your agency admin considers important to collect 
for your case load.  If the Admin has not created and enabled a custom budget, 
you will not see this option. 

 
Check off the budget(s) you wish to make available to your counselors.  You can change 
the available options at any time but counselors will only be able to use the templates 
you have checked and saved on this form. 
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Customize Budget 
 
Admin can create a custom agency budget template that counselors can use for their 
clients.  This provides agencies with the ability to standardize an agency budget.  While 
the Standard CounselorMax and Standard HOPE – HLP budgets have pre-set budget 
items that Admin cannot customize but can make available to counselors, the Admin can 
create and save a custom agency budget template and make it available for counselors. 
 

 
 

 
Click on the Customize Budget link to reveal the following budget customization form 
(the view below is a partial view): 
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 Adding Line Items to your Custom Agency Budget - To include a budget line 
item in your agency custom budget, simply check the item you wish to include.  
This adds the item to the template.  Check as many items as you wish to include.  
Each time you check an item you also have the option to designate it as a “fixed” 
expense (default) or as a discretionary expense.   

 

 Designating Line Items as Fixed or Discretionary - To designate an item as 
discretionary, meaning the client has some control over the amount they spend 
on this item (e.g., entertainment), check the “Check box if discretionary” 
checkbox to the right of each item.  This will lump the item in the “discretionary” 
section of the final budget.   
 

 Adding Custom Line Items to the Agency Custom Budget - You can add 
custom line items to your agency custom template.  To do so, identify which 
category of expense the item should fall under (e.g., education).  Click on the 
add new item link to the right of the expense category to add a new custom line 
item as shown below: 

 

 
 
 

NOTE:  If you revise the Custom budget subsequent to the initial customization, the 
existing Custom budget will not reflect the subsequent revision.  You will need to print 
the existing Custom budget and use it to create a new budget to conform to the new 
Custom budget.  Thus, before making any changes to the Custom budget, the Admin 
has to make careful consideration as retrofitting the new Custom budget to existing 
Custom budget is not possible. 
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This takes you to the Add new Budget Line Item form.  Click on the Add New button to 
create a new item.   If you have any pre-existing budget items, you should see them 
listed here as well. 
 

 
 
 
Enter the label for the custom budget item in the Budget Item text box.  Optionally, you 
can enter the label in Spanish and the Budget Item label will be available in Spanish.  
Select the budget category from the Budget Category pull-down list based on where 
you want to view the custom item.  In this example, Education is selected.  Click on the 
Discretionary checkbox if you want to designate this item as discretionary.  Finally, click 
on the save button to save the new item. 
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When counselors select the Custom (for your Agency) budget option for a client, the 
counselor has access to the new custom budget item: 
 

 
 
  

NOTE:  If you revise the Custom budget subsequent to the initial customization, the 
existing Custom budget will not reflect the subsequent revision.  You will need to print 
the existing Custom budget and use it to create a new budget to conform to the new 
Custom budget.  Thus, before making any changes to the Custom budget, the Admin 
has to make careful consideration as retrofitting the new Custom budget to existing 
Custom budget is not possible. 
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13.2.2.3 Work Plan 
 
The next item in the Counseling link is the Work Plan link which provides you the ability 
to customize a work plan using the following links:  Workplan Rationales, Workplan 
Actions, Workplan Outcomes and Workplan Signature Instructions. 

 
 
As custom Work Plans are developed, the following corresponding items should be 
considered.  
 

 Workplan Rationales (or Work Plan Reasons) - The underlying reason for a 
specific work plan being developed.  A new rationale can be created or an 
existing one can be edited or deleted.  
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See below some existing Work Plan Reasons: 

 

 
 

 Workplan Actions - Activity that will be completed by the client at the direction 
of the counselor.  A new action can be created or an existing one can be edited 
or deleted. 
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 Workplan Outcomes - Desired end result of the created work plan.  A new 
outcome can be created or an existing one can be edited or deleted.  

 

 
 

 Work Plan Signature Instructions – Instructions for the client when signing 
their work plan outlined by the counselor.  A new instruction can be created or an 
existing one can be edited or deleted.  
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See below a listing of instructions already in existence in CounselorMax: 
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Profile Items 
 
Finally under the Counseling category, the administrator can customize certain profile 
items:  Asset Types, Income Types and Liabilities. 
 

 
 

 Asset Types and Income Types – These links allow administrators to add, edit 
or delete asset and income types.  For example, when you click on Asset Types 
link, you should see the following screen showing Liquid Asset Types: 
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See below the existing Liquid Asset Types in CounselorMax: 
 

 
 

The Liabilities link will typically be items added as expenses the client can incur 
on a monthly basis that may not be reported on a credit report.   
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Items such as alimony, child support, undocumented personal loans, etc. are 
examples of liabilities that can be customized in this menu. 
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13.2.3 Education 
 
The Education section of the Admin Menu is the hub for creating all educational 
activities such as classes, courses and series. 
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See below the main screen under the Education link: 

 
 
 
Initial Education Set Up 
 
Upon activation of CounselorMax, users with admin level privileges will be able to set up 
all educational activities, starting with the Initial Education Set Up.   
 

 Class Location – this link allows the administrator to establish or create 
locations where educational activities will take place.  These will be frequently 
used and/or new locations that are added for classes.  In addition, directions, 
landmarks or other specific locators can be added and will be included with any 
correspondence containing the class address. 

 

 Instructors – this link allows the administrator to input the names of staffers or 
housing partners that will teach or facilitate a class or a series of classes. 

 

 Courses & HUD 9902 Resolutions - this link allows the administrator to add 
courses and assign a HUD 9902 Resolution for each particular class.   
 

NOTE:  The initial Education setup has to be in the system.  Otherwise, you will not be 
able to put classes, etc. in the system. 
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New Class Wizard 
 
 

 
 
 
In the New Class Wizard section, users with Admin level privileges can create classes 
in either an individual single class or as part of a series of classes.   
 

 Single Class Set Up - In the Single Class Set Up, users can follow a step by 
step process of setting up an individual instance of a class.   
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 Series Class Set Up - In the Series Class Set up, users can follow a step by 
step process of setting up a group of individual classes that will take place over 
multiple dates that will comprise a series.  To a new course series, click on 
Create New button on the screen shown below: 
 

 
This brings up the course series setup screen.  Complete all the required fields 
and click on the Save button: 
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You should see the following screen with Saved Successfully! Message: 
 
  

 
Once classes or courses have been set up in CounselorMax, there are a series of things 
that can be edited or deleted as shown below under the Edit/Delete section:  
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 Class Locations - Users with admin access can „Add‟, „Edit‟ or „Delete‟ 
„Locations‟ where classes will be held.   

 

 Instructors - Users with admin access can „Add‟, „Edit‟ or „Delete‟ „Instructors‟ 
for classes to be held. 

 

 HUD 9902 Course Resolutions - Users with admin access can „Edit‟ or „Delete‟ 
classes previously set with a corresponding HUD 9902 Resolution. 

 

 Courses - Users with admin access can „Add‟ a „New Class‟ or „Edit‟ details 
such as „Course Title‟, „Course Synopsis‟ and „Resolution‟ of an existing 
„Course‟. 

 

 Single Classes - Users with admin access can „Add‟ a „New Class‟ or „Edit‟ 
details such as „Course‟, „Date‟, „Start & End Time‟, „Instructor‟, „Location‟, 
„Capacity‟, „Language‟ and „Class Coordinator‟ for an existing class.  In 
addition, a HUD number can be assigned for the class. 

 

 Series Course - Users with admin access can „Add‟ a „New Class‟ or „Edit‟ 
details such as „Course Title‟, the „Series Title‟ under which the course exists, 
the „Dates‟ of the course, the „Language‟ and „Outreach Sponsor‟.  It is 
important to note that if the course is changed after students have been enrolled, 
all students must be re-enrolled. 

 

 Series Classes - Users with admin access can „Edit‟ details of a series such as 
Series Dates‟, „Start & End Times‟, „Topics‟, „Instructors‟, „Class 
Coordinator‟, „Capacity‟ and „Location‟.  From this screen users can also add 
„new‟ or „delete‟ existing classes in the series.  

 

 Default Notice Letters - Users with admin access can „Create‟ a standard letter 
to be sent to registered or enrolled clients for any upcoming „Class‟, „Course‟ or 
„Series‟.  These letters will contain general information for the client or 
prospective client as well as the details of the selected class. 

 

 Default Enrollment Reminder Letters - Users with admin access can „Add‟ a 
standard letter to be sent to clients or prospective clients interested in becoming 
enrolled in an upcoming „Class‟, „Course‟ or „Series‟.  These letters will contain 
general information as well as the details of the selected event. 
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Custom Letters and Reminders 
 
In addition to the default letters and enrollment reminders that can be set up, users with 
admin level access can use the Custom Notice & Enrollment Letters link to customize 
notice and enrollment letters to be sent out to clients or prospective clients.  
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



CounselorMax User Guide 

September 7, 2010 Chapter 13:  Admin Menu Functions           Page 256 
 

13.2.4 Intake 
 
The Intake link in the main Admin Menu directly corresponds to the Intake tab, Case 
Data sub-tab entry fields in Classic CounselorMax and in the GPS.   
 

 
 
Each link under the Intake link, users have the ability to Add, Edit or Delete data that 
appears in the drop- down lists. 
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 Dependent Types – This link allows you to customize the type of relationship the 
dependent has to the case client.   
 
 

 
 
Typically this will be a child or a non-working adult sharing the household. 
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 Education Types – This link allows you customize the education type specific to 
the highest level of education completed by the client.  Some of the predefined 
Education Types are: GED, High School, and College. 
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 Ethnicity – This link allows you to customize the sub-category of the HUD 
designated „Race‟ category.   
 

 
 
For example, a client can be designated as „White/Hispanic‟ with an added 
ethnicity of „Cuban‟.  The sub category is not HUD reportable but can be relevant 
to custom reporting.  See below the screen that appears when you click “Create 
New”: 
 

 
 

NOTE:  This Ethnicity field is voluntary and is not a HUD 9902 required field while Race 
and Ethnicity in Race field is a required field for HUD 9902 in CounselorMax. 
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Below are some other items under Intake Items.  These items have similar screens as 
those shown above. 
 

 Marital Status – This link allows you to customize the drop-down list that has a 
pre-populated list of different marital status type of the client. 

 

 Relationship to Applicant – You should use this link if there is a co-applicant on 
the client file and you want to customize the pre-populated list. 

 

 Referral Types – You can use this link to customize the list of referral type - how 
the client was sent to or located the agency. 

 

 Residence Types – This link allows you to customize the residence type - the 
current living situation of the client, for example „Renting‟, „Living With Family‟ 
or „Living Rent Free‟. 

 

 Funding Sources – Click on this link if you would like to customize the funding 
source - various means the clients can borrow money or receive financial 
assistance for their specific „Service Type‟. 

 
The items under Intake Items allow the counselors to report statistics on clients and 
track clients whether it‟s by referral types, funding sources or any other attributes of the 
clients shown above. 
 
 
13.2.5 Loans and Funders 
 
The Loans and Funders link in the main Admin Menu also closely correlates to the 
„Intake‟ case data entry fields in Classic CounselorMax and the GPS.   
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In each link, users have the ability to Add, Edit or Delete data that will appear in the 
drop-down lists: 
 

 
  

 Lenders/Funders – are the group of financial institutions or other organizations 
that the clients either have or seek to have a financial relationship with.   
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You can use this link to customize the groups.  See below some Funding 
Sources: 
 

 
 

 Loan Term & Conditions – this link allows the user to customize loan program 
details such as Lender, Program Name, Term and Lien Position for programs. 
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It also allows the Admin to customize Lender.  See below the Loan Programs 
Term & Conditions screen as well as the existing Lender list: 
 

 
 
 

 Lender Documents – Below is the screen display for this link.  This link is 
currently not in use. 

 

 Lender Cautions – this link provides a drop-down list of lenders but is currently 
not customizable. 

 

 Lender Referrals – this link provides a list of type of lender referrals and you can 
customize the list. 
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See below is the predefined list of the Lender Referral Type: 
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13.2.6 Outreach 
 
In the Outreach link of the main Admin Menu, Admins have the ability to Create and 
Customize outreach materials for their agency, to increase the volume of clients, or 
inform the clients or community of their events and services. 
 

 

 
 
Below are the links under Outreach: 

 

 
 Client Purposes - the desired client outcome of receiving collateral material from 

the agency.  Admin users can customize this field by clicking Create New.  The 
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Client Purpose field in CounselorMax is blank and you can add this field to use 
for their purpose. 
  

 
 
Click on Create New button and the following screen will appear: 

  
 
 
 
Once the Client Purposes field setup with any customized purposes, it is utilized 
in setting up new clients in Outreach as shown below: 
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 Outreach Sponsors are typically the partners the agency has enlisted to support 
the event or program they are promoting with the outreach.  The Outreach 
Sponsor field in CounselorMax is blank and you can add this field to use for their 
purpose. 
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Below is the Outreach screen display where the Sponsor field is utilized by 
counselors when setting up new clients: 
 

 
 
 

 Letters can be created and customized to reflect the specifics of an event or 
program and can be individualized to each recipient. 
 

 
 
 

Admin users can click on Create New on the above screen to create a new letter 
template as shown below: 

 



CounselorMax User Guide 

September 7, 2010 Chapter 13:  Admin Menu Functions           Page 269 
 

 
 
 

 Outreach Purposes specify the desired impact from a created „Outreach Flyer‟. 
 

 Outreach Programs refer to the summary of the details of an outreach 
campaign. 

 

 Outreach Flyers allows the user to create a flyer with specific details of an 
upcoming event or program.   
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13.2.7 Client Purpose 
 
The Client Purpose link in the main Admin Menu simply allows users to Create, Edit 
or Delete the desired outcome of a client who comes into the agency for services. 
 

 
 
 

NOTE:  Same as Client Purposes in Outreach. 
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13.2.8 Misc 
 
The Misc link within the main Admin Menu encompasses many other customizable 
features of CounselorMax which are not grouped into another menu or section.  Many 
features in this link will be reflected on custom reports. 
 

 
 

 Footer Images refers to images that can be uploaded that will appear at the 
bottom of letters or flyers created in CounselorMax. 

 

 Language refers to the language certain letters and flyers are created in.   
 

NOTE:  CounselorMax does not perform language translation. 

 

 Letters allows users to Create or Edit customized letters for outreach or follow 
up. 

 

 Logo allows the user to upload a graphic image file that will appear at the top of 
letters or flyers created in CounselorMax. 

 

 Service Types allows users to create additional Service Types outside of the 
standard HUD recognized service types. 
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Admin users may want to avoid over-customizing this field as some specific 
service types are already part of the available service types in CounselorMax. 
 

 
 
For example, on the screen above, the customized Service Type Short Sale is 
already part of the existing Service Type Mortgage Default/Early Delinquency 
that does not need to be set up separately. 
 

 Resolution Types allows users to create additional Resolutions outside of the 
standard HUD recognized service types.  If you have a Service Type, you would 
have a Resolution Type associated with that Service Type. 
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 Suspend Reasons allows users to create additional Reasons for a client file to 
be suspended outside of the standard HUD recognized suspension reasons. 

 

 Release Authorization Form allows you to upload a MS Word document which 
will serve as an authorization for the agency to receive client information from a 
third party. 

 

 Projects refer to an agency‟s ability to create and manage internal projects or 
projects for NeighborWorks America. 

 

 Project Service Types allows users to assign specific Service Types to existing 
or proposed Projects. 

 
 
13.2.9 Renew Account / Add Seats 
 
When an agency signs up for and activates CounselorMax, it is set up as an annual 
subscription.  The accounts are renewable each year at the anniversary of the activation 
of the license.  The agency can edit the method of payment or add additional seats from 
this menu. 
 

NOTE:  The cost of CounselorMax® is $495 for one year and includes 1 license for 
5 users.  Additional users can be added at the cost of $150 per each additional user 
seat.   
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Appendix A:  How to use the HOPE LoanPort™ - CounselorMax data 

transfer tool 

 

CounselorMax has the capacity to transmit data to the HOPE LoanPort™ (“HLP”) for 

organizations registered to use the portal.  To obtain more information on the HOPE 

LoanPort and to learn how to sign up to become a user of the HOPE LoanPort please 

visit www.hopeloanportal.org. 

 

In order to use the CounselorMax HLP functionality your housing counseling agency 

must be signed up to use the HLP and you must have a user name and password 

(Counselor ID) to successfully send a transmittal.  You cannot obtain an account and a 

valid counselor ID from CounselorMax or from CounselorMax support staff.  You must 

contact the HLP and go through their setup process to obtain these. 

 

A.1 Prerequisites for using the HLP features in CounselorMax 

 

You must meet all of the following prerequisites to successfully transmit a case to the 

HLP: 

1. Your agency must be a registered HUD Counseling organization 

2. You must be approved for use by the HLP  

3. You must have an active Counselor ID, user name and password for the HLP 

site. 

4. The client you are submitting data for must be a candidate for a loan modification 

as outlined in the HLP requirements. 

 

A.2 Accessing the HLP functionality from CounselorMax 

 

You gain access to the HLP features in CounselorMax via the Mortgage Delinquency 

NFMC Compliant GPS.  Create a Mortgage Default/Early delinquency case via the 

Intake tab and select the Foreclosure Mitigation/NFMC Compliant GPS option from 

the list when prompted. 

 

 

http://www.hopeloanportal.org/
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Once the GPS is saved, you will see the HOPE Icon at the top right of the GPS: 

 

 
 

Click on this icon to access the new HLP forms in CounselorMax.   

There are two forms you access from the icon that you will need to complete to 

successfully transmit a case to the HLP: 

 

1. The HLP Questionnaire which collects supplemental data not otherwise 

collected in CounselorMax via the Intake, GPS, or Budget forms in standard 

CounselorMax. 

2. The transmittal form, where you enter your HLP Counselor ID, the client‟s 

primary and secondary (optional) loan numbers and mortgage companies.  You 

can then review your transmittal for completeness on this form, and when 

complete, transmit it to the HLP.   

 

A.3 Collecting the data required to transmit a case to the HLP 

 

Collecting the required fields 

 

In addition to completing the two HOPE forms in CounselorMax you must also collect at 

least the minimum required data points to successfully transmit a case.  These data 

points and the forms that are located in CounselorMax are: 

1. Client First Name: Outreach 

2. Client Last Name: Outreach 

3. Client Address (all relevant fields): Outreach 

4. Client SS#: Intake 

5. Birth Date: Intake 

6. All Foreclosure Property Address:  GPS Property form 

7. Borrower Income: Counseling Profile Income form or GPS Income Form 

8. Employer Information (if employed): Counseling Profile Income form or GPS 

Income Form 
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Collecting supplemental fields 

 

While this is the minimum data you must collect to successfully transmit a case to the 

HLP, CounselorMax collects a full data set.  For a full list of fields and where they are 

located within the CounselorMax interface, refer to the 

HOPE_Loan_Port_List_Of_Fields.xls document available at 

http://counselormax.com/Training/support.html.     

 

You must also complete the required HLP questionnaire.  To complete this, click on the 

HOPE icon while in the GPS.  You will see the following form: 

 

 
 

At a minimum you must answer all of the required questions (red asterisks). 

Next click on the Export to Hope Loan Port link: 

 

 
 

This will take you to the submittal form: 

 

 

 

http://counselormax.com/Training/support.html
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Reviewing a transmittal prior to submission 

 

Prior to submitting a case to the HLP you should use the review functionality to test for 

completeness.  The review function will identify any required fields that are missing from 

the transmittal.  If the review reveals missing fields, you must go back and fill in these 

fields or the transmittal will fail.  To use the review function for the transmittal, enter all of 

the required fields in the submittal form: 

1. Counselor ID: provided by the HLP 

2. Primary Loan Number 

3. Mortgage Co. (you must select from the drop-down list.  If the mortgage company 

or loan servicer is not listed in the drop-down they do not participate in the HLP 

and you cannot use the HLP to communicate with them.  Contact the servicer or 

the HLP to inquire about their participation in the HLP.  

4. Next check off the Review submission before uploading to HOPE NOW 

(uncheck to submit) checkbox and click the OK button: 

 

 
 

5. If any required fields are missing you will see them listed in the return message 

as below: 

 

 
 

6. If no fields are missing you will see a list of the fields that will be transmitted with 

the corresponding values: 



CounselorMax User Guide 

September 7, 2010 Appendix A:  How to Use HOPE LoanPortTM          Page 279 
 

 
 

Submitting the Data to the HLP 

 

To submit the data, after reviewing it, click on the Submit your case to HOPE NOW 

link, which will return you to the submittal form.  Once on the submittal form, make sure 

you uncheck the Review submission before uploading to HOPE NOW (uncheck to 

submit) checkbox and click on the OK button.  This will send the transmittal to the HLP 

server.  You will receive a confirmation message that the transmittal was successful.  

Conversely, if for some reason the transmittal fails, you will receive a failure message 

explaining the cause of the failed transmittal.  Correct the problem and try again. 

 

 
 

You can now log into the HLP to review and finalize the information and transmit it to the 

servicer via the HLP application.  Go to www.hopeloanportal.org to find documentation 

for details on using that system.

 

http://www.hopeloanportal.org/

