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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:

Perform intake.
Conduct accurate needs assessment.
Document household income and expenses.
Determine household debt level.
Review credit reports.
Identify credit challenges.
Determine and document household savings.
Develop a household budget.
Analyze budget and recommend modification.
. Conduct various calculations including affordability based on income & debt.
. Develop a written action plan.
. Provide client follow up.
. Make referrals for additional services needed by client.
. Provide client information on delinquency/foreclosure services or referral
information for these services.

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

e Easy set up of new active client files.

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

e The ability to create, enroll, track and manage all education activities at the
agency and client level.

e 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.

e 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.

e 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.

e 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.

e 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 | 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.

e 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 DBASs 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 | need additional Help?
The following are the resources available to counselors:

e Resources tab in CounselorMax
¢ On-line help on the main page of CounselorMax
@  Heo
e 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
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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

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

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

e Security Tab
o Selectthe SECURITY Tab
Click “Trusted Sites Logo
Click the “Sites Button”
Add CounselorMax.net and
UN-check box called ‘Require server verification’

o O O O

Internet Options

General | SBCUMCY | Privacy | Content || Connections | Programs | Advanced

Select a zone ko view or change security settings.,

@ € v O

Internet Localintranet QOEEGEREIES — Restricted
sites
e
? This zone contains websites that you S
v trust not o damage your computer or
yaur files,

¥ou have websites in this zone,

Security lewel Far this zone

Custom
Custom settings.,
- To change the settings, click Custom level,
- To use the recommended settings, click Default level,

[ Custom level,.. ” Default level ]

[ Reset all zones to defaul: level ]

[ OK l [ Cancel
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e Onthe browser Menu > Tools > Internet Options
e Select the Privacy Tab

e Click on Sites butto

n
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| General‘ Security | Privacy I 7Content7§§ Connections ;VProgramsr” Advanced |

Select a zone to view or change security settings.

¢ &

Internet Localintranet  Trusted sites  Restricted

Trusted sites

’ 4 This zone contains websites that you

y

v trust not to damage your computer or

your files.
‘ou have websites in this zone.

Security level for this zone

Custom
Custom settings.
- To change the settings, cl
- To use the recommended

Custom |

Res

|@v Some settings are managed by your

o

sites

Trusted sites

4 You can add and remove websites from this zone. All websites in
3 V', this zone will use the zone's security settings.

Add this website to the zone:

L=

‘Websites:
*.nw.org Remove [l
http: ffwww, counselormax.net h
https: ffwww, counselormax.com b

[CIrequire server verification (https:) For all sites in this zone

My Workspaces

———————

e Add CounselorMax.net

e Select Allow
OK
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T N (1]

| General || Security | Privacy |C0ntent || Connections i| Programs || .ﬂ.dvancedi
SEEGs, - s and Resources
32 Select a setting For the Internet zone,
.
Medium
= 5 - Blocks third-party cookies that do not have a compact ol home!
privacy policy
- - Blocks third-party cookies that save information that can
i be used bo conkact wou withouk vour explicit consent
- Restricks First-party cookies that save information that
5 can be used to contack you without your implicik consent
[ Sites ] [ Impork ] [ Advanced Defaulk

InPrivate -

; ';Jl‘%: O
4

[0 New C

Global M
@ tep

Admin Men

Logout
Legacy Clig

Available fo

Per Site Privacy Actions

tanhage Sites

_i_ You can specify which webzites are alwayps or never allowed to uze
-:@, cookies, regardless of therr privacy polioy.

Type the exact addrezz of the webszite pou want to manage, and then click Allow
or Block.

To removye a site from the list of managed sites, select the name of the webzite
and click the Remove button.

Address of website:

| | [[Block__]
M anaged websites:
Dramain Setting Remove

counselorman. net Alvaays Ao
Remove all
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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.

®

CounselorMax

Owned and Operated by Meighborilorks America

Login: Student50
Password: BN

Store Password

checkbox Login & Password - the

W Change Password d should b
B Remember Password ( Please Explain) password shou e at

least 8 characters long

_OK .
& must be a mix of
Lost Password srsilnsdiesl Bey letters and numbers.

link If you have any questions please call
Customer Service at Contact Help

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:

September 7, 2010 Chapter 2: Getting Started with CounselorMax® Page 9



CounselorMax User Guide

®

CounselorMax

Cned and Operated by Meighboriorkz America

Please enter your Internet Mail Address below.
(Example: jsmith@myaddress.com)

You will receive confirmation of your Login and
Password via E-Mail within an hour.

Enter your email address used
to register in order to receive a
Your Corporate E-Mail Addre:ss [JRSARSMISSEIVETENIICR
CounselorMax will prompt you
to change your temporary
password during your next
login.

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.
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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.

CounselorMax Distribute Outreach Material: [|(show) Work Tabs
Quick Client Search Mailing Labels (show) [ represent the
Armstong23, Stan - Add New Prospect ¥l (show) main work areas
armstrong, stan =
ARMSTRONG1, STAN = * = Required
Armstrong10, Stan
Armstrongll, Stan
Armetrong 13, Stan First Hame * Last Name *

Armstronglat: Stan
Armstrongl5s, Stan Middle Name Hame Suffix b
armstrongls, stan
Armstrongl7, Stan Street Address *
Armstrongl18, Stan
Armstrong19, Stan19
Armstrong2, Stan i City * State * -- Choose One --
Co-Applicant Search
Zip Code * Home Phone | )
Identify Clients
® al Work Phone ( ) - Other Phone | )
@ In-Process Preferred Language  English - Sponsor MNone -
() Closed i
"'Protpect EMail Purpose None -
@) suspended [7] Do Not Contact
[C] New Client
Global Mode \
@ e
Admin Menu Mai
Admin Menu . - ain Work Space to
oot Left Side Navigation 2 P
ogou . . . nter & retriev
Legacy Clients provides the Quick Client Z te b Et € Ie
Available for 235 Days. . ata, both in Client
| Search and on-line Help ’
& Global Mode

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.
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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).

COB| -~ [ oo | Scoion [ Counsoing | Loan | fesources | Reporing |

Joe Homebuyer | Ij
123Il§in 5t Client #: 13847
Washington, DC 20003 Case & 10230(6152010)

CounselorMax @ ssszssmm)

Guick Client Search Joe@nw.org Raquirss 2n “0psn Cass” and "Appointmsnt’
English In Calendar That Has ready Passsd
Home Purchase Counselor:
For=closurs, Frank In-Process (AMI % = 113) na

Mzling Labsl
Reminders
[ add Reminders

Gubjt Lagon | Dwtme o | cot owsta [Dons|

Mo Remindars Sxis:

Co-Applicant Search

= leE—= Client Schedule: (Tiow)

Client History: ({_low)

Client Log: (T low)

—_—
[ [
[
IS
[al
i
Gl
)
]
A

[C] Hew Client \
Global Mode

Admin Menu

Logout
Legscy Clients

Lorailabile for 196 Days.

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

September 7, 2010 Chapter 2: Getting Started with CounselorMax® Page 12




CounselorMax User Guide

CounselorMax. Below is the screen that pops up when the counselor clicks the Legacy
Clients link.

CounselorMax

Legacy Clients and Cases

NOTE: This is intended for legacy data - it will only be available for the next 196 Days.
Legacy Clients
Legacy Cases

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:

BN roech | sk | Eiucaion | Gounssling | Lo | Resources | Reparting |
StudentS51 &

COUHSE!OFM&X [] Add Reminders
e ci sl Lacton 1 e pass
Quick Client Search EO=ET] . - mm-m
Aoz = =i 1 review CTem Ofos on A1S2010 30000 AM S # g oo 4
Lme A =
::Z';:: 5:"“ Work Plan Prome emkoe - revimw privacy Bollcy | SR SUOrTation Marshe Jadsons1E) 2 B E B
WorkPlan Prome  inuske- Collect subject propery info Marsha JscksonS15) s 53 E O
ioek Eimn_E: 5o Comeeinn - e comnsim P
Saiect anotner .
L Jun -l 2010 o
=1, Stugert - DR ——
Entirs Calendar For: = wan rem ez e n =
Studant 351 1 z 3 4 [
Co-Applicant Search
- 7 = 5 w 0 a
Identify Clients | |
2 =
a " B - 'v B g
 Infrosess |
~ Clos=d
= = = = ] = =
% Prospact |
i Suspend=d
o = = = |
[] Hew Client
Global Mode
1@ Help

Admin Menu

Logout
Legacy Clients
Available for 156 Days.

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 2™ 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.

-l

~_~Student S50 ©

(CnirincelnrMax [M ana Ramindare ]

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.

CounselorMax [] Add Reminders
~ N Subject Edit |Delete
e e ——,  subicot | Action | __ — [Days| Edit |oetete[pone]
Appt Appt appointment to review aredit: office on 4/(16/2010 8:00:00 AM [Stan % 5 F B
Letter  Armstiong51B) =
I m Erint Reminder Letter E
Foreclasure, Fran Work Plan Phone  Intake - review privacy pelicy / sign autharization {Marsha JadsonS1B)  -62
Homebuyer, Jane privaey pelier =1 ’ ' O
Homebuyer, Joe Work Flan Phone  Intake - collect subject property info (Marsha Jadson518) 62 B B ]
it Dlmem Chmne Diidmmt Semmbine  mmmmbbb ek et (B meebs ot — — — |
Select Another .
= Appt
Catender, June - 2010 - »
551, Student - *=Mtg *=Training
Entire Calendar For: Sun Mon Tue Wed Thr Fri Sat
Student 551 1 2 2 [ 5
Co-Applicant Search
8 T B 3 0 11 12
Identify Clients
) A
- &l 13 14 15 18 17 18 15
O In-Process
@ Closed =
- 20 21 22 23 24 25 2
) Prospect
©) Suspended
i | . | i | i |

e 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.

e The event function allows you to set up various types of “Events” to the calendar for
a specific date and time.

e 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:

Joe Homebuyer | @
123 Main St. Client #: 13847
Washington, DC 20005 Case #: 10265(6/19/2010)
CounselorMax o sss226smm
HUD NUMBER:
Quick Client Search Joe@nw.org Requires an 'Open Case' and "Appointment’
English in Calendar That Has Already Passed
Home Purchase Counselor:
Foreclosure, Frank In-Process (AMI % = 115) n/a
Mailing Label
Reminders
[[] Add Reminders
[Subject | Action | etais _0ays] att [oeteteloone]

Mo Reminders Exist

Co-Applicant Search
Identify Clients

Client Schedule: [Cl(show)

7 all
() In-Process
T Client History: [l{show)
e Client Log: [ ({show)
) Suspended

e Client Schedule allows you to make changes to client schedules

e 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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Qutreach 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.

Quick Client Search

Foreclosure, Frank
Homebuyer, Joe

Co-Applicant Search
Identify Clients

© Al

©) In-Process

© Closed

Prospect

@ suspended

[[] New Client

Global Mode

Global Mode @
COunse,OrMax Distribute Qutreach Material: [C|(show)

Mailing Labels (show) [

Add New Praspect | (show)

Resources

* = Required

First Name *
Middle Name

Street Address ™

=

City
Zip Code *

Work Phone i )
Preferred Language English
EMail

[7] Do Mot Contact

Save

Last Name *
Name Suffix -
State ™ -- Choose One --

Home Phone ¢ )

Other Phone )
Sponsor MNone
Purpose None

-

September 7, 2010
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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.

Joe Homebuyer 3

(@

Co unse IO 'a M ax Distribute Qutreach Material: [C|(show)

Quick Client Search

Foreclosure, Frank

Co-Applicant Search
Identify Clients
[GF.\]

) In-Process

© Closed

Prospect

©) Suspended

[ Guided Counseling (GPS)
[C] New Client

 Global Mode

Display Client's Outreach Exposure [l (show)

Custom Letter History: [ (show)

Contact Information [¥|(show)

* = Required

First Name * Joe

Middle Name

Street Address * 123 Main St.
City * Washington
Zip Code * 20005

Work Phone (202 y 212 _ 5555

Preferred Language English -
EMail Joe@nw.org
[T po Not Contact

[ Save Changes ] [De\er.e]

Last Name *

Hame Suffix

State *

Home Phone (202 ) 555 _ 2266

Other Phone
Sponsor

Purpose

Homebuyer

-

oC

( )

Citibank

None

-

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.

™

CounselorMax

Quick Client Search

Foreclosure, Frank
Joe

Co-Applicant Search

Identify Clients
@ Al
@ In-Process

© Closed

) Prospect

© Suspended

[[] Guided Counseling (GPS)
[ New Client

_ Global Mode

Joe Homebuyer 3

Distribute Outreach Material: (show)

Sponsor Program Title
Bank of Foreclosure Workshop
America English

Banco Popular |Home Buyer Education Fast

Track 8 Hours

English

Saving for Homeownership

English

County Funding |Foreclosure Prevention
Event

WGSB

Purpose

Homebuyer
Education

Post Purchase

DA

Foreclosure
prevention

Method
Flyer

Flyer

Flyer

Flyer

Start
11/17/2008
12:02:00 PM
1/20/2010
4:02:00 PM

12712010
10:06:00 AM
112712010
10:06:00 AM

Distribute

]

sl
sl

No Flyer!

Display Client's Outreach Exposure [l (show)

Custom Letter History: [C](show)

Contact Information [ ({show)

September 7, 2010
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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.

SO .cocon | counslng | Loan | Resources | Reporing |

The additional
3X Contact sub-tabs for
* = Required Intake
= First Name * Last Hame *

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.
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In the Client Mode, the “Intake” tab allows counselors to create a case for the existing
client under Case Data tab.

Joe Homebuyer 3

(@

CounselorMax

Quick Client Search

Co-Applicant Search

Identify Clients
© all

() In-Process

© Closed

© Prospect

© suspended

Outreach

Print Intake

_ Comtact Ir——

O oo | counseing | oon |

Resources

* = Required

First Name * Joe

Middle Name

Street Address ~ 123 Main St.

City ™ Washington

Zip Code ™ 20005

Work Phone (202 j 212 _ BG5S
Preferred Language English -
EMail Joe@nw.org

[“Ibo Not Contact

[ Save Changes I IDeIete]

[ Guided Counseling (GPS)

LastName ™ Homebuyer

Hame Suffix -

State ™ DC -

Home Phone (202 ) 555 _ 2266

Other Phaone | )

Sponsor Citibank -
Purpose None -

[T New Client

_ Global Mode

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

sections with required data to open the case.

e |
Joe Homebuyer 3

Print Intake

(@

CounselorMax

Quick Client Search [

Foraclozure, Frank

Co-Applicant Search
Identify Clients
i an
% In-Process
= Cloz=d
X Prospect

¥l Suspended

[ Guites Couns=ling (GFS)

[l Mew Client

Global Mode
@: Help

Admin Menu

Logout
Legscy Clients

Cex Dete

Counseling

Case Data:

Servics Requirsd :
Ssrvics Typs =

TSN —

HUD Activity

Cass Term

Totsl Co-tpps *

{Inclugs spouss)

Resterral Sourcs *

Fress Tiri"t salactmare than ane

£ Agamons Fizias

Lorg Term 180+ days)

TR e -
Cusiom Ssnace Tipes in red will NOT be included in fthe 2202

-

DRMOIEmCs :
Race ™
Humbsr in Housshold *
Gandsr * i

Hsad of Howsshold? [a]

[C] Aoowanal Fleirs
Ethnscity
Age
Birthdats fmm/cdcyyyy) *
Disablad 7
Dissbied Dependent?

Eduwcation
Marital Status

pr—— |
omamtiomr ]

Hosn Choeon Vouster L]

m

Available for 156 Days.

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.

Calendar Outreach ] Education | Loan | Resources Reporting

5 i Classes: V|(show)
COUHSE/O!’ Ma Classes: Sfart Date: End Date: Search by Date
1
Quick Client Search Filier Dased on Service 1ypes
[ Title |Day| Date | Location | Seats | Lang [Roster|iotiy[Enrollttnd|
Foreclosure, Frank
Homebuyer, Joe -
HBE 23-04/01/2010 (entire series) D D D B
HBE Fri |6M82010 PHOENIX15 Seats | English 2 3
(9:00AM-5:00PH ) ‘ ‘ HD oo (A
Financial Literacy 21-Financial Literacy May [(entire series) D D D
Sat | G/S2010 Board Room Seats | English 2
(12:00AM-1:004N) ‘ uD D D
Financial Literacy20-Financial Fitness May [entire series) D D D
Budgeting Thur | 6/10/2010 ATLC Buiding ‘Seats English 2 |:| D |:|
Co-Applicant Search {0 R LI
(T O oo
Identify Clients HBEEE-;:EW s Thur | 810/2010 HomeQ hip| Seat Englizh
ur omeQwnership| Seats | Englis! 2
Oal (B:00PM-B:00PM)  Center _|D oo
© In-Process LOANS Fri |6/25/2010 HomeOwnership| Seats | English 2
® Closed (6:00PM-8:00PM}  Center —ID D D
© Prospect Fiancial Literacy10-june-july2010 [entire series) O oo
) Suspended checking 101 Tue | 6/8/2010 Gleneida Seats | English 2
(8:00AM-1:00PM)  Housing Complex D D D
Financial Literacy 11-June 2010 [entire series) l:l D l:l
. Checking 104 Mon | 6772010 Gleneida Seats | English 2
[ New Client (B:00AM-1:00PN)  Housing Complex u O|oo
[Giobaiviode | e wlllwlla
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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.

CounselorMa

Education |
Global Mode €

Classes: [V (show)

Outreach

Calendar Counseling

s0urces

Classes: Start Date: End Date:

[ Search by Date ]

Quick Client Search )& ) Home () Education () Mortgage () Rental (_) Seeking () Homeowner () Short () Pre () Roof () Rehab ()
Classes Purchase Default/Early Counseling Shelter or  Services Sale Purchase Repair sen
Home
Foreclosure, Frank 4| LI} | L3
Homebuyer, Joe ry
HBE 23-04/01/2010 [entire series) O 0= H
HBE Fri |&M1&/2010 PHOENIX1% Seats English 2 =
[ (9:00ANM-5:00PM) | | u o oo
ial Literacy 21-Fil ial Literacy May (entire series) D D D
Sat |6/52010 Board Room Seats English
(12:00AM-1:00AM) | @ D D D
ial Literacy20-Fi ial Fitness May (entire series) D D D
i Thur (8102010 [ATLC Building |m English Z | B B =
Co-Applicant Search 6 0IEN 7]
; O |0 &
- " 1 )
O viCIen HBE‘:’E—;F‘:E‘H sniimsenes Thur | 6M0/2010 H 0 hip| Seat: English
ur omeQwnership| Seats nglis|
A (6:00PM3:00PM}  [Center EI B B |E
© In-Process LOANS Fri |6/25/2010 HomeOwnership| Seats English
® Closed (6:00PM-3:00PM)  |Center EI oo e
© Prospect Fiancial Literacy10-june-july2010 (entire series) o & (e
) Suspended checking 101 Tue |6/8/2010 Glensida Seats | English
(8:00AN-1:00PM} Housing Complex 2 D D D
Fil ial Literacy 11-June 2010 [entire series) D D D
- Checking 101 Mon |&72010 Gleneida Seats English 2
[ New client (B:00AM1:00PM) _ |Housing Complex u oo
[ GlobalMode (1111
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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.

Joe Homebuyer (3

Classes: [ (show)

CounseforMa)f

Quick Client Search

Display Client's Education (show)

[This client does not have any recorded participation in this

Foreclosure, Frank
Joe

stems classes.

Co-Applicant Search

Identify Clients
© Al

@) In-Process

© Closed

@) Prospect

@) Suspended

[ Guided Counseling (GPS)
[F] New Client

. Global Mode

NOTE: This client has already been certified.
[Cl Print Certificate

NOTE: This case is either open or has been resolved after Oct. 1, 2006
Therefore, the education services received by this client must be designated in the

‘Eduction’ tab as 'Attended’ for courses associated with the items in

section #6 in the 9902. Click here for more detail

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.

@ o€ Homebuyer
Classes: [ (show)
CounselorMa

&

Quick Client Search

Foreclosure, Frank

Co-Applicant Search

Identify Clients
© Al
@) In-Process

&) Closed

[s) Prospect

) Suspended

[C] Guided Counseling (GPS)

[C] New Client

| Global Mode

Search by Date

Start Date: End Date:
[”] Filter Based on Service Types
Title Day Date Location Seats Lang Roster|Notify Enroll Attnd
-
HBE 23-04/01/2010 [(entire series 8 |88 ‘: ‘
HBE Fri ?;?USOIZAOL‘:_DE:UUPM} PHOENK19 Seats English E B B |3 :
Financial Literacy 21-Financial Literacy May (entire series) D D D
Sat ?:_2120%1\[!’.‘_1:00;\'.‘} Board Room Seats English E D D D
Financial Literacy20-Financial Fitness May [(entire series) L |
Budgeting Thur ?gouﬁigmpm ATLC Buiding | Seste | English E R
HBE19-HBE19 [entire series) B3|
CREDT Thur ?é?ﬁ[ﬁilté:uupm} CHeunT:ernErshlp Seats English E B |E | E
= = = =
LOANS Fri Z?Efp?_l%;uuw‘” CH:HT:rﬂwnErshlp Seats English E Rl=RE]
Fiancial Literacy10-june-july2010 (entire series) D D D
cnecking 101 e ?:;atll?]?fjr.?—ﬂ 00PI) ﬂiiﬁgﬂmmm Seets | Endieh E L )
Financial Literacy 11-June 2010 [entire series D I:I D
Enecking 101 ten ?gn?]ijriﬂ 00PI) rﬁsza‘;ﬁmmp\ex Seets | Endien E L B
= = = —
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Finally, the counselors can record and print certificates for completion of a class or
series under Record & Print Certificates checkbox.

Calendar Qutreach Intake Education | Counseling Resources m
Joe Homebuyer O3

Classes: [|(show)

CounselorMax

Quick Client Search

Display Client's Education [|(show)

Foreclosure, Frank WO FE—Ffrreieretresmirgady been certified.
Print Certificate

NOTE: This case is either open or has been resolved after Oct. 1, 2006
Therefore, the education services received by this client must be designated in the

‘Eduction’ tab as ‘Attended’ for courses associated with the items in
section #6 in the 9902. Click here for more detail

Co-Applicant Search

Identify Clients
D al

@ In-Process

© Closed
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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.

Global Mode €
CounselorMax Subset Clients By Selecting

One or Both of the Following
Quick Client Search

Service Path Assigned Counselors

Foreclosure, Frank All Service Paths + All Counselors -
Homebuyer, Joe

Press the 'Ctrl" button to
Select more than one dient New Counselor

Foreclosure, Frank Select a New Counselor
Homebuyer, Joe

Co-Applicant Search

Identify Clients
Q@ all

@) In-Process

© Closed

Prospect

©) Suspended Assign To Counselor

[[] New Client

Glahal Made

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.

Stan Armstong23 3

Guidance & Planning System (GPS
’ax g oV ( ) B

Client Log [ |

Case Profile [

m| »

Budget [

Assign Counselor [ \
|
(

Tools []

The Counseling
Functions appear
Pre-Qualify [ after Clicking on

= Counseling Tab
Work Plan [C]

Case Resolution [

/

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 D).
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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).

I ecrces | reporios |
Stan Armstong23 3

’ax [CICredco (New & Re-Issued Credit Reports)
Sample Credit Report N

Case Profile

- ; [ClProperty Details (show)
[ClClosing Agent (show) >‘
[[lLoans/Programs (show) The Loan Functions
appear after Clicking on
[C1Download FNM File (show) Loan Tab
J !

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:
e Frequently asked questions (FAQS)

e User Guide

e Job Aids

e 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.
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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.

Global Mode ©
CounselOrMax Custom Reports [

Quick Client Search Select Standard reports:
HUD-9902 & NFMC
Foreclosure, Frank Select One:
Homebuyer, Joe ~ HUD 9902 ~) YTD 9902 _) Quarterly 9902

_! NFMC Report _! Wi Compliance Report

Co-Applicant Search

Identify Clients
_ Al

_) In-Process

_) Closed

_) Prospect

0 Sus ded
Hepenas Letters, Reminders, & Logs [

Down Load Clients & Cases

[[] New Client

Global Mode

List of Deleted Clients

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...

September 7, 2010 Chapter 3: Overview of Major Functions Page 29




CounselorMax User Guide

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:

These are your

reminders &
shows days past Student One @
CounselorMax [ aa
R - Action Days | Edit |Delete|Done
App eeting  Initial meeting with client {Client Dema) - -
BB B ;2
Counselor, Jos Work Flan Phone  Intake - review privacy policy / sign suthorization {Jeff GordOT™ -2 B B 5
Doe, Jane Work Plan Phone  Intake - collect subject property info (Jeff Gordon1) 2
Doe, Sharon ’ o o 1l
Homeowner, Joe ‘Work Plan Phaone Budget Crestion - monthly worksheet {Jeff Gordani) 2 D D D il
Mowhere, Missy
Squarepants, Sponge Bob
Dema, Client
.o p
Calonder, December - 2009 - =
One, Student - ®=Mtg *=Training
Entire Calendar For: sun Hon Tue Wed Thr Fri sat
Stydent One U B B [ B |
Co-Applicant Search
[ T 8 ] 10 1 12
Identify Clients
O all 13 18 1 1 1 1 1
© In-Process
pad Szsad 0 2 ) 2 E3 B
© Prospect
©) Suspended
a7 | 28 = | 0 a1 |
[C] New Client
_ You can look at your
ST own or others. Defaults
'sD
IS to Today’s Date
Legacy Clients
Available for 381 Days.
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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.

41.2 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.

CounselorMax [ aa Reminders
curck Client Seareh Suvjct betais
Appt Appt appointment to review oedit: office on 4/16/2010 9:00:00 AM (Stan 65 D D D -
Letter  Armstrong51B) =
. ” Frint Reminder Letter L
Foreclasure, Fran Work Plan Phone  Intske - review privacy policy / sign autherization {Marsha JacksonS1B)  -61
Homebuyer, Joe Frvesy pelleytaa N ! O @ O
Work Plan Phone  Intske - collect subject property info (Marsha Jadkson518) L 0
Wimek Dlon Dhone Diidmed Crmnbinn  memebh o cssseeb et (B e o ca — — — 7
Select Another .
=A
Calender June vl 2010 ~ PRt
551, Student - ®=Mig ®=Training *=Vorkshop
Entire Calendar For: Sun Mon Tue Wied Thr Fri Sat
Student 551 1 2 2 4 5
Co-Applicant Search
6 7 8 ] 10 1 12
Identify Clients
IZIA” 13 “ 15 18 17 18 13
() In-Process
© Closed
- 20 21 2z 23 24 25 26
C) Prospect | | | | |
©) suspended
T | ] | ] | 0 |
[[] New Client
_ Global Mode
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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:

Student S51 Saturday, June 19, 2010

CounselorMax

[C]Add Event

Quick Client Search
[C]View All Staffs’ Events for This Day

Foreclosure, Frank
Homebuyer, Joe

Co-Applicant Search

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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Quick Client Search

Foreclosure, Frank

Co-Applicant Search
Identify Clients
@1

) In-Process

O Closed

Prospect

) Suspended

[[] Guided Counseling (GPS)

CounselorMax User Guide

Joe Homebuyer
123 Main St.
Washington, DC 20005
(202) 555.2266 (hm)

Resources

@ Client #: 13847

Case #: 10250(6/15/2010)

HUD NUMBER:

Jﬁnw.org Requires an 'Open Case’ and 'Appointment’
English in Calendar That Has Already Passed
Home Purchase Counselor:
In-Process (AMI % =115) n/a
Mailing Label
Reminders
[C] Add Reminders

Mo Reminders Exist

Client Schedule: [ (show)
Client History: [Cl(show)

Client Log: [ (show)

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.

421 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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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.

@

CounselorMax

Quick Client Search

Foreclosure, Frank

Co-Applicant Search

Identify Clients
(@R
@ In-Process

© Closed
Prospect

©) suspended

[F] Guided Counseling (GPS)
[[] New Client

| Global Mode

Joe Homebuyer

123 Main 5t.

Washington, DC 20005
(202) 555-2266 (hm)

Joe@nw.org

English
Home Purchase

Case #: 10250(6/15/2010)

Requires an "Open Case' and "Appointment’
in Calendar That Has Already Passed

GCounselor:

In-Process (AMI % = 115) n/a

Mailing Label

@ Client #: 13847

HUD NUMBER:

* = Appt

®=Ntg *=Training * = /orichor

Thr Fri Sat

Click on any date
and the next
screen appears

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.
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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:

Joe Homebuyer Friday, June 18, 2010
CounselorMax

Quick Client Search
Type | Staff Description Location Start End Cancel Edit
Class TO0 |one onone training wi Joe Homebuyer office 612010 9:00 AM | 6/18/2010 5:00 PM D D
[“|Add Event

[T Wiew All Staffs’ Events for This Day|

Information for
the date clicked

Co-Applicant Search

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:

Joe Homebuyer Friday, June 18, 2010
CounselorMax

Quick Client Search

Type | Staff Description Location Start End Cancel Edit
Homebuyer, Jane

Class T00 |one on one training wi Joe Homebuyer office 6/18/2010 9:00 AM  |6/13/2010 5:00 PM D D
Foreclosure, Frank

Homebuyer, Jane

[¥] Add Event

Type Staff Description Location Start (Date/Time) End (Date/Time)
Appt x lip - - =~ BM&I2010 B/18/2010
Too
Ti0/'™ - - ~ 00 v AM = * 00 = AM -

Co-Applicant Search

[CWiew All Staffs’ Events for This Day
Identify Clients

5 an

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

CounselorMax

Quick Client Search

Foreclosure, Frank

Co-Applicant Search
Identify Clients
[GF.A]

@) In-Process

© Closed

Prospect

© suspended

[ Guided Counseling (GPS)

4.2.4 Client Log

Resources

Joe Homebuyer |
123 Main St.
Washington, DC 20005
{202) 555-2266 (hm)
HUD HUMBEI

Joe@nw.org Requires an 'Open Case' and "Appointment”
English in Calendar That Has Already Passed
Home Purchase Gounselor:

In-Process (AMI % = 115) n/a

Mailing Label
Reminders [

Client Schedule: [l (show)

Chient History: ¥ (show)

= 5/26/2010
Case Created Home Purchase 5/27/2010
‘Work Plan Started S/27/2010
Case Resolved Fulfilled 892010
Case Crested Home Furchase ©/15/2010
Log: Class ‘one on one training @/18/2010
‘Wark Plan Last Completed 12/1/2010

@ Client #: 13847

Case #: 10250(6/15/2010)

Reporting

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.

@

CounselorMax

Quick Client Search

Joe Homebuyer |
123 Main St.
Washington, DC 20005
(202) 555-2266 (hm)

@ Client # 13847

Case #: 10250(6/15/2010)

Qutreach

Calendar

Counseling Resources

HUD HUMBER:
Joe@nw.org Requires an "Open Case' and 'Appointment’
English in Calendar That Has Already Passed

Home Purchase Counselor:

Foreclosure, Frank In-Process {AMI% = 115) n/a

Mailing Label

Reminders []

Client Schedule: [l (show)

Client History: [|{show)

Client Log: Wl(show)
Co-Applicant Search ] Add [ Print
Identity Clients
& Al 8/18/2010 1 Appointment J00 ihsdlf, Ikajsaf, Ishas, dIfkj, alsof, | askdfsjdf Kjsof B
: (1:30PM)
©) In-Process
© Closad
B Prospect
© Suspended

[ Guided Counseling (GPS)

[F Mo Plisms
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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:

L
= i = ]
Joe Homet] &1 Webpage Dialog
I be [& httpy//wwnw.counselormsx.com/HCPDemo/ClientStatus/ClientL ogEdit.asp?iPersoniD=13847 -
CounselorMax  esszss )
i (7)
Quick Client Search Joe@nw.org Client Log: Joe Homebuyer %
English
e i Home Purchase aazts
oreciosure ran
M" Date/Time
3 w15 v PM ¥
Mailing Label
Reminders [l Subje  Appointment -
8 Staff T51 ~
Client Schedu
Adlion 24 Voice Mail -
Client History: Comments n
Client Log: T
Co-Applicant Search Add et
Identify Clients |Date|+Duration| || IENEAEESY
&/18/2010 1
o (1:20PM)
©) In-Process
© Closed
@) Prospect
0 suspended
http:/fwww.counselormax.com/HCPDemo/Clier e Internet | Protected Mode: On
[T Guided Counseling (GPS) * y
l mlmees Aliams |

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:

Calendar Outreach | Intake Education Resources

COunseIO rMa X Distribute Qutreach Material: | (show)
Quick Client Search Mailing Labels (show) [
Albizu-Campos, Pedro Add New Prospect [l (show)
Counseler, Joe
Demo, Client = ﬁequired
Doe, Jane
Doe, John
Doe, Sharen x -
Friedrich, Nietzche First Hame LastName
hemebuyer, john
Hemeowner, Joe Middle Name Name Suffix -
Jean-Paul, Sartrs
Martin, Ross Street Address *
Scott, Michael
Thompson, Creed
peen, City * State * -- Choose One --
Co-Applicant Search
Zip Code ™ Home Phone | )
Identify Clients
- Work Phone ( ) - Other Phone ¢ }
[@F-1]]
(@ In-Process Preferred Language English - Sponsor None -
@) Closed
_ EMail Purpose None -
) Prospect
() Suspended || bo Hot Contact
[C) New Client
Global Mode
@ tep
Admin Menu
Logout
Legacy Clients
Available for 343 Days.

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.
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“alendar

Global Mode &

Coun se IO s M ax Distribute Outreach Material: (< low)

Quick Client Search

Mailing Labels (show) [

Foreclosure, Frank

Homebuyer, Jos

Add New Prospect (Flow)

Resources

Co-Applicant Search

Identify Clients
@ Al

@ In-Process
@ Closed
Prospect

@) Suspended

[C] New Client

Global Mode

@) tep

*=Required

Firstiame™
Middle Mame

Street Address *
city*
ZipCode ™

Work Phone i
Preferred Language

EMail

[7] Do HotContact

Save

LastHame *

Mame Suffix

State
Home Phone

Other Phone

-- Choose One -- «

{

L

English =

Sponsor

Purpose

Mone -

None -

These two fields are drop-down
— fields with selections available only

after your Admin creates them

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.
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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.

Sponsor Program Title Purpose Method Start Distribute -
Bank of Foreclosure Workshop Homebuyer Flyer 111712008 D r
America English Education 12:02:00 PM
-
3 Banco Popular |Home Buyer Education Fast | Post Purchase Flyer 172002010
= Track § Hours 4:02:00 PM [l
English
WGSB Saving for Homeownership |IDA Flyer 112712010 D
Enaglish 10:06:00 AM
County Funding |Foreclosure Prevention Foreclozure Flyer 12712010
Event prevention 10:06:00 AM ST -

Mailing Labels (show) [

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.

Global Mode @
COunseIOrMax Distribute Qutreach Material: [](show)

Quick Client Search Mailing Labels (show)
i

Foreclosure, Frank Client Status Outreach Sponsor Last Activity
Homebuyer, Joe All Clients  w All Clients - All Clients -

Press the "Ctrl’ button to select more than one name

Foreclosure, Frank

Homebuyer, Joe
Co-Applicant Search

Create Labels [T] select all clients in the list abave

Identify Clients .
. Ty NOTE: Excludes ‘Do Not Contact’ clients
D All How to print labels with M Office
) In-Process v
@ Closed
© Prospect
) Suspended Add New Prospect [ (show)

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.
e Outreach Sponsor — use this filter to view only those clients with a specific
Outreach Sponsor.
e 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:

Global Mode &

Distribute Outreach Material: [ {show)

Mailing Labels (show)

Client Status
All Clients

Press the "Cirl” button

Dutreach Sponsor
All Clients -

0 Select more than one name

Foreclosure, Frank
Homebuyer, Joe

NOTE: Excludes 'Do

Create Labels | [7] select all clients in the list above

Not Contact' clie

How to print labels with M5 Office

Last Activity
All Clients

A link to
show you
how to print
labels

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.
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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:

Joe Homebuyer O3
Counse IO rMax Distribute Outreach Material: [C|(show)

Quick Client Search Display Client's Outreach Exposure [[|{show)
Custom Letter History: [C|(show)

Foreclosure, Frank

Contact Information V| (show)

*= Required

First Name * Joe Last Name ™ Homebuyer
Middle Hame Name Suffix -

Street Address * 123 Main St.

Co-Applicant Search City Washington State ™ pe hd
Identify Clients Zip Code ™ 20005 Home Phone (202 ) 555 _ 2266

AL Work Phone (202 y 212 _ 5585 Other Phone (|

&) In-Process

@) Closed Preferred Language English - Sponsor Citibank -

Pt RiEsHE EMail Joe@nw.org Purpose None -
() Suspended

["| Do Not Contact
[ Guided Counseling (GPS)

[ New Client [ SsaveChanges | [Delete |

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.

Joe Homebuyer 3
Counselo r Max Distribute Outreach Material: [¥](show)

-
Quick Client Search Sponsor Program Title Purpose Method Start Distribute |:|
Bank of Foreclosure Workshop Homebuyer Flyer 111712008 D =
America English Education 12:02:00 PM
Foreclosure, Frank -
Homebuyer, Joe Banco Popular Home Buyer Education Fast Post Purchase Flyer 112002010
Track 3 Hours 4:02:00 PM &}
English
WGSB Saving for Homeownership |IDA Flyer 12712010 D
English 10:06:00 AM
County Funding Foreclosure Prevention Foreclosure Flyer 12712010 Ho Flyer!
Event prevention 10:06:00 AM yer

Display Client's Qutreach Exposure [[|{show)

Co-Applicant Search Custom Letter History: [Cl(show)
Identify Clients Contact Information [C] (show)

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.

Joe Homebuyer (3
Counse IO r Max Distribute Outreach Material: [ (show)

Quick Client Search Display Client's Outreach Exposure [V|(show)

[This client does not have any recorded exposure to any outreach programs in this system -

Co-Applicant Search -
Custom Letter History: [[|(show)

Identify Clients
@ Al Contact Information [C] (show)

) Th-Praracs
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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.

Counseling Resources Reporting

Joe Homebuyer _1
Counselo r Max Distribute Outreach Material: [[](show)

Quick Client Search Display Client’s Outreach Exposure [[](show)
Custom Letter History: V| (show)

Foreclosure, Frank e
This client does not have a history of custom letters

Calendar Outreach | Intake

Co-Applicant Search

Identify Clients
@ all

) In-Process

@) Closed -
(@] Prospect

@) suspended

Contact Information []{show)

Ml ~uiidad Fainealina feoey
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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:

@

Calendar

Outreach m ducation

Global Mode @

Counseling Loan Resources m

CounselorMax Contact [ Cssedata | Coap |
_ _ * = Required
Quick Client Search
First Name * Last Name *
Armstong23, Stan P
armstrong, stan = - "
ARMSTRONG1, STAN [El] Middle Name Name Suffix
Armstrongl10, Stan
Armstrongll, Stan Street Address *
Armstrongl12, Stan
Armstrongl3, Stan s x *
Armstrongl4, Stan City State
Armstrongls, Stan .
armstrongls, stan Zip Code Home Phone {
Armstrongl?, Stan
Armstrong18, Stan Work Phone ( ) R Other Phone |
Armstrongls, Stanls
Arrnstrorng, Stan Preferred Language English - Sponsor
Co-Applicant Search
EMail Purpose

Identify Clients
@an
© In-Process

© Closed
':'Prospect

) suspended

[[] New Client

Global Mode
@ Hep
Admin Menu

Logout
Legacy Clients

Available for 227 Days.

[7] bo Not Contact

-- Choose One --

)

)

None

MNone

-
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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:
e Add or edit client contact information under the Contact sub-tab
e Add or edit client case data under the Case Data sub-tab

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

Calendar Outreach

@

xunselorMax

ick Client Search

nstrong, stan [
MSTRONG1, STAN
mstrongl0, Stan
mstrongll, Stan
mstrongl2, Stan
mstrongl3, Stan
mstrongl4, Stan
mstrongls, Stan
mstrongls, stan
mstrongl?, Stan
mstrongl8, Stan
mstrongl?, Stanls
mstrong2, Stan mi

-Applicant Search

|| »

ntify Clients
All

In-Process
Closed
Prospect
Suspended

Guided Counseling (GPS)

September 7, 2010

Stan Armstong23 (3

| Contact [ cazepaa | conpn |

SO scoion | Counseing | tosn | Resources | Reporing |

* = Required

First Name *
Middle Name

Street Address *

Stan Last Name *
Name Suffix

124 North 2nd Strest

City * Phoenix State *

Zip Code * 85004 Home Phone
Work Phone (802 ) 553 _ 6541 Other Phone
Preferred Language English - Sponsor
EMail Purpose

[“] Do Hot Contact

[ Save Changes

] [ Delete ]

l

802 y 563 _ 12

)

MNone

Homeownership

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

SO .ot | Couneing | Loan | Resources | Reparng

. =
@ Joe Homebuyer 1
CounselorMax === i
uns indicates
Guick Client Search [ re uired entr "
Case Data: q Y
Formclomurs, Frank Sarvics Requirsa:
Sarvics Typs * Fro——y—
Custom Sznace Types in red MNOT be inclwded in the 9902
HUD icthvity
Czes Term Long T=rm {180+ days) -
Total Co-spps * ]
[Inclugs spouss)
Rafarral Sowrcs * —Eclol O o More— -
Frass T 5280t MOPE than ans A 51430 (s -
E I
Sty S L
Co-Applicant Search [ Admtianar Fiakrs 1
Identify Clients Demoqraphics:
i Al Racs * Slack/ Africam American® Hiazamis -
' In-Process Humbsr in Howsshoid * I vewsnr [
i Clos=d Gsnasr * @ pzke  Flnk S
2 Prospect Head of Housshold? O R [}
Y.\ Suspsmnded [F] sgatianal Fizids
D Guided Coun==ling (GPS) Ethnicty Bl g -
[] Hewr Client Age
Barthasts Mmmacyyyy) 1411580
Global Mode S O
jﬂ': Help Disabist Dapsnasnt? [}
Admin Menu Bducstion TEE e bl
Marital $tatus —oEEleat gne -
Logout e IR
Legacy Clients
Swailable for 196 Days,

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:

e Service Type — Education, Home Purchase, Homeowner Services, Mortgage
Default/Early Delinquency, Rental Counseling Homeless Services.

e 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)

e Referral Source — Lender, Mailer, HUD Website etc.

e 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.

e Number in Household — 1 thru 8+

e Ethnicity — Refers to heritage and culture. This field is for information purposes only
and is not required for HUD 9902 reporting.
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e Education — Ranging from none to GED to P.H D.

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

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

e 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.

INOTE: 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.

Classes: (show)
CounselorMax cess-s Start Date: End Dae: [ Search oy bate
Quick Client Search [T] Filter Based on Service Types
Title Day Date Location Se Lang [Roster[liotify Enroli [ittnd
Counselor, Jos
Demao, Client p
Doe, Jane Client Ori ion-December Ori ion (entire series) (=]
Doe, Sharen N Client P Sat | 12/5/2009 N Ori Seat: E h E
Homeowner, Joe ew Client Process a 5 ew Orleans, eats n 2
(10:00AM-10:004M) LA 12| ==
Counseling Services Tue | 121182009 New Orleans, Seats English =
(10:00AM-11:004M) LA 12| ==
Everyday Cooking-December 2009 |(entire series) [T |
Appetizers Su 1212002009 Asian Resource | Seats Vietnamesg | =
(5:00Pm-7:00PM) | |Center 12O @ | o
Entrees Mon TZRTZ00E . | Asian Resource| Seats | Vietnamesk|
Co-Applicant Search (5:00PM-T:00PM)  [Center = |
Dessert Tue [ 12/22/2009 Asian Resource | Seats | Vietnamesk| s
Identify Clients (5:00PM-T:00PM) [Center 12O @ o
© Al Finance Fitness-December 2009 (entire series [ s
@ In-Process Budget Management Wied [ 12/9/2009 Wain Office Seats | English =2
© Closad (12:00PM-4:00PM) 2|0 @ o
- - Credit Repair Men [ 121472009 Wain Office Seats | English
© Prospect (12:00PM-12:00PM} E L sy
@) suspended
Get Your Money Right-Semi Annually (Part 1) (entire series) I sy |
Credit Men [12/7/2009 Nawvy Pier Seats | English
(9:00AM-12:00PM ) E I:I I:I I:I
. Budgeting Sun 2772010 Gaylord Resort | Seats | English
O] New Client (2:00AM-12:00PM} E 1 s
Consumer Pitfalls Sun | 27/2010 Wain Office Seats | English =2 4
Global Mode TmBlallai
@ vep
Admin Menu

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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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.

CounselorMax

Quick Client Search

Counselor, Joe
Demo, Client
Doe, Jane

Doe, Sharon
Homeowner, Joe

Co-Applicant Search

Identify Clients
Al

@) In-Process

@ Closed

©) Prospect

@) suspended

[C] New Client

@ tep

Admin Menu

Global Mode €

Outreach

Classes: [ (show)

Education

Counseling

Search by Date

Resources

Classes: Start Date: End Date:
[C] Filter Based on Service Types
[ Title | Day | Date | Location | Seats | Lahg [RosterMotifyEnrolifatind|
[
Client Ori i Ori lentire series o |o|E ﬂ
MNew Client Process Sat 2‘12;5510’?71 0001) Lr;l:w Orleans, |Seats Engligh EI D D D
Counseling Services Tue zﬂzﬁﬂmmm Lrj:w Orieans, |Seats | Engligh EI B B |@
Everyday Cooking-December 2009 [entire series) D D D
Appetizers Sun Esz;gzgﬁﬁg?uupm ;liaenrﬂesnurce Seats EI D D D
Entrees Mon gszjlg[:gﬁfnnpm] glzeruDurce Seats W EI B B =
Dessert Tue Egﬁgﬁg‘?uupm ét:lgeresnurce Seats WV EI |:| D |:|
Finance Fitness-December 2009 [entire series) [ g
Budget Management Wed | 12/9/2009 Main Office Seats Enagli 'l
(12:00PH-4:00PN) ==
Credit Repair Mon Eg?;g:%u_az;uupm Main Office Seats English EI |:| D |:|
Get Your Money Right-Semi Annually (Part 1) [entire series) D D D
Credit Mon gggﬁﬁz_uupm] MNavy Pier Seats English EI D D D
Budgeting Sun g?;%}%,?_u;uupm Gaylord Resort | Seats English EI |:| D |:|
Consumer Pitfalls Sun | 72010 Main Office Seats English 2 I m FFE =
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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:

Global Mode @

Classes: [Vl (show)

CounselorMax cssse Start Date: End ate: [ Searchiyosie_|
Quick Client Search [T] Filter Based on Service Types
Title Day Date Location Seats Lang |Roster|Notify EnrolljSttnd
Counselor_’, Joe
Demo, Client Counseling Services Tue | 12/15/2009 Mew Orleans, |Seats | English 2
Doe, Jane (10:00AM-11:00AM) LA
Doe, Sharon

Homeowner, Joe
[l Expand List of Classes
Counseling Services
Press the "Ctrl' button to select more than one name
[ select all clients
Counselor, Joe
Demeo, Client
Doe, Jane

Co-Applicant Search Doe, Sharon
Homeowner, Joe

Identify Clients
@ all

! ! In-Process

© Closed

- Motify
) Prospect

@) Suspended

[[] New Client

Global Mode

I~

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.

Global Mode €&

Classes: [¥(show)

COUHSE/OFMBX Classes: Start Date: End Date: Search by Date
Quick Client Search [T] Filter Based on Service Types
Title Day Date Location Seats Lang [RosterNotify Enroll Attnd
Counselor, Joe
Demo, Client Appetizers Sun | 12/20/2009 Asian Resource|Seats | Vietnamesd =
Dog, Jane (5:00PM-T:00PM}  |[Center J O &=:d
Doe, Sharen
Homeowner, loe
"] Expand List of Classes
Appetizers

Press the 'Ctrl' button to select more than one name
[[] select all clients

Counselor, Joe
Demo, Client
Doe, Jane
Co-Applicant Search Doe, Sharon
Homeowner, Joe

Identify Clients
@al

©) In-Process

@ Closed

:
) Prospect

©) Suspended

[[] New Client

Global Mode
@ ten
Admin Menu
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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.

Global Mode @

Classes: [¥|(show)

COUHSE/OFM&X Classes: Start Date: End Date: Search by Date
Quick Client Search [7] Filter Based on Service Types
Title Day Date Location Seats Lang [Roster|Notify Enrolfittnd

Counselor, Joe

Demo, Client

Cioe, Jane Client Ori i December Ori i lentire series) D D i
Doe, Sharon
Homeowner, Joe Expand List of Classes []

Important: Plesse Checdk the "Attended™ Chedibox Below:

Name (ClientiCo-Applicant) Attended Makeup Cancel g::r::emd
Homeowner, Joe (12/1/2009) = r nia r
Homeowner, Joe (125/2009) (=} r nia
Lo-Applicant .search v
Co-Applicant Search Homeowner, Joe (12/15/2009) (=} r nia
Identify Clients
- oK
oo o
) In-Process
© Closed
@ Prospect
©) Suspended
[C] New Client
Global Mode
@) Heip
Admin Menu
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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:

Joe Homehuyer 3

Classes: [[|(show)

CounselorMax

] . LDfspfay Client's Education [¥](show)
Quick Client Search r——— g

Foreclosure, Frank
Homebuver, Joe
Homebuyer, Jane

Co-Applicant Search

||?Entify Clients TTHis client hias afready been certified.
@ Al [ Print Certificate
©) In-Process

© Closed

® Prospect NOTE: This case is either open or has been resolved after Oct. 1, 2006

Therefore, the education services received by this client must be designated in the
‘Eduction’ tab as 'Attended’ for courses associated with the items in

[F] Guided Counseling (GPS) section #6 in the 9902. Click here for more detail

@) suspended

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.

7.2.1Classes
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.

Classes:

CounselorMa

i . Start Date: End Date: Search by Date
Quick Client Search
[7] Filter Based on Service Types
Title Day Date Location | Seats | Lang |[Rofer|ictinfEnroll fnd
Doe, Jane A
Doe, Sharon =
Hon':eowner, Joe Client Ori ion-December Ori i (entire series) ojo o L
Counseling Services Tue | 12152009 New Orleans, |Seats | English P 3
(10:00ANM-11:00AM) LA _J oo o B
Everyday Cooking-December 2009 (entire series) D D D
Appetizers Sun | 12/20/2009 Asian Resource| Seats Vietnamese,
(5:00PK-7:00PK ) Center _H D D D
Entrees Mon | 12/21/200% Asian Resource| Seals | Vfielnamese| P
(5:00PK-7:00PM} Center QJ oo |o
Co-Applicant Search Dessert Tue | 12/22/2009 Asian Resource| Seats | Vietnamese P
(5:00PK-7:00PM} Center _J ] (mhi=|
Identify Clients
5 Al Ly Finance Fitness-December 2009 [entire series) ojo o
- Budget Management Wed | 12/92009 Main Office Seats English i
) In-Process (12:00PM-4:00PM) — J D D D
@ Closed Credit Repair Mon [ 12/14/2009 Main Office  |Seats  |English
- (12:00PM-12:00PM} = U D D D
) Prospect
@) suspended Get Your Money Right-Semi Annually (Part 1) (entire series oo o
Credit Mon | 12/7/2009 Navy Pier Seats English P
[ Guided Counseling (GPS) (9:00AM-12:00PM) K A=) ([=h|=i
Budgeting Sun | 2712010 Gaylord Resort | Seats | English
l:l New Client (9:00AM-12:00PK} _U D D D
Consumer Pitfalls Sun | 3712010 Main Office Seats English U D D D
(9:00AM-12:00PN) —
Global Made lalq! -
@ tep
Admin Menu

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.

/& Custom Letters - Windows Internet Explorer = | 5]
| ‘® http:_-".-"\f\.-\f\.-\f\.-.counselormax.com_-"HCPDem0_-"EcIucation_-'Notif}f.asp?iCIEID:1215&5CIient5:12322&bI:Serit| & |
X @ Snaglt |2

77 Favorites | 55 €] Suggested Sites ¥ 2| Get More Add-ons ~ # Getting Started

B~ v [ d= v Pagev Safetyw Tools~ @~ Lot 53 @

CounselorMax

Please select a letter below:

Misc Events

Mlssing documents
Saves [DA to Lender

[& € Internet | Protected Mode: On dy v H100% v

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

'€ hitp:/fwww.counselormax.com/HCPDemo/Education/Motify.asp?sClients=12322&iCIsD=... [ = | & |[E5)
| ) http:_-'_-"u.-u.-\,\.-.counselormax.com_-'HCPDemo_-'EcIucation_-'Notif}f.a:p?:Client:=12322&iCI:ID:lElS&bI:Serit| b |
x @ Snaglt [ﬂl
i Favorites | <ls @& Suggested Sites ¥ & Get More Add-ons = b Getting Started

»

- v (] s o Pagev Safetyv Toolsv @~ fit 53 Gl
MNeighborWWorks=—reTee— j>
1325 G St. NW
Suite 800

Washington, DC 20005

m

Client Demo
1001 Pennsylvania Avenue
Washington, DC, 20202

Dear Client Demo

Please provide the missing information in order to complete the processing for your home
improvement loan. They are the following:

D

-bank statements

-2008 federal tax returns

4 | T | +

Done [} € Internet | Protected Mode: On Y v ®100% -
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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

no
Classes: [7|(show)
CounselorMa

. . Start Date: End Date: Search by Date
Quick Client Search
[”] Filter Based on Service Types
Counselor, Jos o " "
PG Title Day Date Location Seats | Lang |[Roster|Notify e
Doe, Jane Counselin i 5 it
g Services Tue | 12/15/2009 Mew Orleans, |Seats |English
E;'I_EI_;ESD'T;;: o (10:00AM-11:00AM) LA JE )
]

Expand List of Classes [[]

[T (Print Certificate)

Co-Applicant Search Important: Plesse Chedk the "Attended” Chedkbox Below:

Name (Client/Co-Applicant) Attended Makeup Cancel
Identify Clients Demo, Client B r nia
@ al
@) In-Process
@ Closed
Prospect

@ suspended

[[] Guided Counseling (GPS)
[C] New Client

@ ten

Admin Menu

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.

Client Demo 3

Classes: [(show)

CounselorMax

Display Client's Education V| (show)

Quick Client Search

u your credit 12/10/2009 8:00 PM Enrolled 120 009 8:20 PM D
Counselor, Joe
Demo, Client Insurance & Lending Process 12/17/2009 8:00 PM Enrclled 12/16/2009 8:20 PM D
Doe, Jane
Doe, Sharon
Homeowner, Joe Counseling Services 12/15/2009 10:00 AM Matification 124 009 217 FM MA

Counseling Services 5/2009 10:00 AM Enrclled /2002 3:21 PM D

Finding & Home & Home Inspection 12/24/2009 6:00 PM Enrclled 12/16/2009 8.20 FM D

Co-Applicant Search

Identify Clients [C]Record & Print Certificate

Al

O In-Process NOTE: This case is either open or has been resolved after Oct. 1, 2006

© Closed Therefore, the education services received by this client must be designated in the
© Prospect 'Eduction’ tab as 'Attended’ for courses associated with the items in

) Suspended section #6 in the 9902, Click here for more detail

[ Guided Counseling (GPS)
] New Client

@ rep
Admin Menu

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:

Client Demo 3

Classes: [[|(show)

CounselorMax

Display Client's Education [¥](show)

uick Client Search

u ing your credit 12/10/2009 €:00 PM Enrclled 12/16/2009 8:20 FM D

Counselor, Joe

Dema, Client Insurance & Lending Process 12/17/2009 €:00 PM Enrclled 12/16/2009 £:20 FM ]

Dioe, Jane

Doe, Sharon

Homeowner, Joe Counseling Services 12/15/2009 10.00 AM Netification  12/21/2009 2:17 PM WA
Counseling Services 12/15/2009 10:00 AM Enrclled 12/21/2009 2:21 PM D
Finding a Home & Home Inspecticn 12/24/2009 8:00 PM Enrclled 12/168/2009 8:20 PM D

Co-Applicant Search

Identify Clients [C1Record & Print Certificate

2 All

) In-Process NOTE: This case is either open or has been resolved after Oct. 1, 2006

© Closed Therefore, the education services received by this client must be designated in the
@ Prospect ‘Eduction’ tab as 'Attended’ for courses associated with the items in

©) Suspended section #6 in the 9902. Click here for more detail

[ Guided Counzeling (GFS)
[C] New Client

@ Help

Admin Menu

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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Quick Client Search

Counselor, Joe

Demao, Client

Doe, Jane
Doe, Sharon
Homeowner, Joe

Co-Applicant Search

Identify Clients
@ all
(&) In-Process

@ Closed
Prospect

©) Suspended

[ Guided Counseling (GP3)
O] New Client

@ rep
Admin Menu

CounselorMax User Guide

Client Demo 3

Classes: WV(show)

/& This Certificate has Been Recorded - Windows Intemet Explorer o= ==
7] Filter B: | @ http://www.counselormax.com/HCPDemo/Education/CertCntl.asp?sComposite=12322, 336 | 2] |
w & Snaght [y

Counseling W Favorites 7'.5 € Suggested Sites = @ | Get More Add-ons ~ 4 Getting Started

Mo~ B ~-= QEA v Page~v Safetyv Took~ '@'ﬁqﬁ

»

Expand List of

{Print Certif

Important: Fleg
Mame (Client|

Demo, Clier|

|
|
|
|
|

< [

CERTIFICATE OF COM

CERTIFIES THA
Client Demo

HAS SATISFACTORILY COM |

*

Done [& @ Intemet | Protected Mode: On 5 v ®100% ~

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.
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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.

Global Mode

Subset Clients By Selecti
Counselor Max One or Both of the Following

Quick Client Search
Service Path Assigned Counselors
Counselor, Joe All Service Paths « All Counselors -
Demao, Client
Doe, Jane
Doe, Sharon
Homeowner, Joe Press the 'Ctrl’ button to
Select more than one dient New Counselor
Counselor, Joe Select a New Counselor «
Demo, Client
Doe, Jane
Doe, Sharon
Homeowner, Joe

Co-Applicant Search

Identify Clients
@ Al

() In-Process

© Closed

Prospect
Assign To Counselor

@) suspended

[[] New Client

Global Mode

Admin Menu

Logout

Legacy Clients
Available for 377 Days.
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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.

Client Demo 3
Counse IO r Max Guidance & Planning System (GPS) [ new

Quick Client Search Client Log [[]
Counselor, Joe Case Profile []

Doe, Jane
Doe, Sharon
Homeowner, Joe

Budget [

Assign Counselor [
Tools []
Pre-Qualify [

Co-Applicant Search Work Plan [

Identify Clients

© Al

Case Resolution [}

) In-Process
© Closed

Prospect
@) Suspended

[ Guided Counseling (GPS)
[Tl New client

@ e
Admin Menu

Logout
Legacy Clients

Available for 377 Days.

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:

@

CounselorMax

Quick Client Search

r, Annie

Co-Applicant Search

Identify Clients
Qall

QO Prospect
O suspended

[ New Client

Global Mode
@ tep
Admin Menu

Logout
Legacy Clients

Available for 950 Days,

Student Five @

Entire Calendar For:
Student Five

[ Add Reminders
Detais ays! it [otcte]oone]
Select Another 3
Calender [ April se][ 2008 ] =Rept
Five, Student = = *=mtg *=Training
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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:

CounselorMax Distribute Outreach Material: [](show)
Quick Client Search Mailing Labels (show) (1
INFM, Test a Add New Prospect [ (show)
2NFM, Test e
Sadia, Mercedes * = Required
Cat, Jasmine |
cole, susan 3
Cruzy Gelia | First llame * Test Lastlame " | Client
davis, john I .
‘Edpim Gk Middle Nlame tame suffix | |v]
Ennis, Karen
Girl, Busy StreetAddress® |1 Main Street
Gray, Joan
Handsome, Matty - -
Holder, Aniic v City* Boston State * [MassacHusETTS [v]
Co-Applicant Search
Zip Code * 02116 | Home Phone (777 777 |.|7777
Identify Clients
Viork Phone (1888 )|888 |.|8888 Other Phone )
Preferred Language |English (v sponsor [ None I
Orac Etail telient@gmail.com purpose |(fiGnel v
O suspended [ o ot Contact
Save
[ New Client
Global Mode
@ tep
Admin Menu
Logout
Legacy Clients
Available for 950 Days.

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:

e | T I
(@ TestClient &

CounselorMax
e Case Data:
Quick Client Search

Client, Test Service Required:
, Service Type * v
James, Cheryll e

Jenes, Henry HUD Activity

Jones, Nathaniel

Maldegen, Erin Caze:Toxm.

Mayah, Tamba Total Co-Apps *

Morast, Kennedy (include spouse)

Moser, Marie or Homeless Srves

Referral Source
e Ct i

no name, applicant1
Parker, Relani

Que, Susie E 5 v
Reed, Gina 3 Mallan
Smith, Housten [ Adgsitionat
|Smith, John L
Client, Test [bad Demoaraphics:
Co-Applicant Search Race * [---select One--- [v]
iderit Ol Humber in Household * Select One--- [
entify Clients
Qall Gender * Omale O Female
f 2
i o Head of Household [m]
OCless O«
O Prospect Financial Info:
O suspended Household Annual Income*
County * [v]
Current Residence * [>]
[] New Client Authorization to Release

Information

c/Release Form)
Global Mode
@ e
Admin Menu

Logout

Legacy Clients
Available for 990 Days.
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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”.

Microsoft Internet Explorer

! E Saved Successfully!

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:

Please Select a Work Plan Template
for Mortgage Default/Early Delinquency

@ Foreclosure Mitigation (NFMC compliant)

New Home Owner

[oK]
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Select Foreclosure Mitigation (NFMC compliant) and you should see the following MD
work plan:

Foreclosure Mitigation (NFMC compliant)

[ Save Work Plan ]

Include Action Rationale cg‘::ge

yes Intake - collect case info Lewvel 1

yes Identify Grantor Lewvel 1

yes Designate Level Status

yes Intake - review privacy policy ! =ign authorization Lewvel 1 5
yes Counseling Mode (Level 1) Lewvel 1

yes Intake - collect subject property info Lewvel 1 12
yes Budget - Creation - pull | review credit Lewvel 1 20
yes Budget Creation - enter liabilities Lewvel 1 20
yes Budget Creation - enter income Lewvel 1 20
yes Budget Creation - enter liens and payments Lewvel 1 20
yes Budget Creation - monthly worksheet Lewvel 1 10
yes Counseling Mode (Level 2 8 3) Lewvel 2

yes Budget Validation - review financial information Lewvel 2 10
yes Steps to Solution - choose workout method Lewvel 2 20
yes Steps to Solution - contact lien holder (offer) Lewvel 2 20
yes Steps to Solution - select activity type Lewvel 2

yes Steps to Solution - complete finance page Lewvel 2 20
YES Complete - enter case resolution Status

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:

Max a2 “ T
] Add lnstructions &
I N T e A e

intake - collect case info Level 1 Intake ing &0 Q [@)

Level1 Gr. o Q ()

Levell Q @

Leveit o @

Level1 Penging Q ()

Level 1 Panding o Q

Level 1 Fangi o Q @

Level 1 O o

Level 1 120 Q @

120 Q @

o0 Q ()

Level2 Fanain s 0 Q @

Level2 Panain s o Q ()

Level1 Fangin s Q D

Complete - enter case resolution Closeout & Resolution Resolution Pandging Q @
~
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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:

. Intake

. Identify Grantor

. Intake — review privacy policy /sign authorization
. Budget creation — pull/review credit

. Budget creation — enter liabilities

. Budget creation — enter income

. Budget creation — enter liens and payments

. Budget creation — monthly worksheets

. 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

O©COoO~NOOOUITAWDNPE

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:

= https://www.counselormax.com/HCPDemo/GPS/Index.asp?iCaselD=6251&iClientiD=11201 - Microsoft Internet Explo... =)o T

Eile Edit View Favorites Tools Help

denos & Flsnning System wi plar

.
mm

Level 1 intake

.............

Avg Edit ol

Minutes|/Complete| |
= Q@

o

Level1

Level 1 Aut

Level1

Level 1

Level 1

Level 1

1000000

| oneat a B =
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This will open the available class form similar to Classic CounselorMax:

Max

Guidanos & Planning Systam

Joe Smith 3

Classes: |[@{(show)

whk plar

g% 85

Start Date: End Date: Search by Date

[C] Filter Based on Service Types

Orientation Sat |5/10/2
credit and budgeting Sat |S1772
(6:00AM-8:00PM
Foreclosure Ed Sat | 5102008
(5:30PM-7:30PM)
Green Home Maintenance Mon | 6/12/2008
(6:00PP1-8:00PM)
First Time HomeWyers Vied | 511412008

(2:15PM-1:15AM)

First Time Homebuyer Workshop-May (entire series)

Energy Effeciency Sat [S/17/2008
(6:00PM-8:00PM
First Time Homebuyer Sat | 65/24/2008

First Time Homebuyer Workshop-American Dream (entire series)
08

Title Day Date Location Seats | Lang [Roster|Notify EnrolljAttnd
~
Pre foreclosure-Foreclosure Ed classes (entire series) g g D
—_——
Disposition Opticns Sat | 5/10/2008 Man Ofiice Seats |English 2 O O
(12:00A1-2:00PN qL

American Seats |Spanish

Legion _gl O

American Seats |Spanish

Legion EJ O

Main Ofiice Seats |English a2 2
Seats

LaLunaCC English a2 O
Mary Martha Seats |English 2 0O

Center

LaLlunaCC Seats |English 2o

NLH HOMES Seats |Spanish

)l T e ]
olololalolola]

]
i

print

N

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:

Max

Guidanos & Plsnning System

Joe Smith 3

Classes: ¥ (show)

R

Start Date: End Date:

Search by Date

I [ Filter Based on Service Types

|

109

s B &=

wk plan jiclass appt

print

2]
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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:

( Nf”_:\ : 2
()  TestClient
CounselorMax Guidance & Planning System (GPS) [ he

Quick Client Search Client Log [
Client, Test
[7ames, Chenyl Ta| Case Profile [0

|Jones, Henry 1
Jones, Nathaniel
[Maldegen, Erin BUdget O
[Mayah, Tamba
Morast, Kennedy

\

I

[ 5
| Moser, Marie Assign Counselor [J
I

[no name, applicantt
|Parker, Roland

|Que, Susie ‘ Tools [J
[Reed, Gina '

| Smith, Housten ‘ ‘
[Smith; John -
|Client, Test )

Co-Applicant Search Work Plan [

Pre-Qualify [
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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:

Bl p— . - = — v p— T PP S OOM ro— Py AN " = |==]
€] https:/fwww.counselormax.com/HCPDemo/GPS/Index.asp?iCaselD=62518&iClientD=11201 - Microsoft Internet Explo... Q-.
File Edit Vienw Favorites Tools Help 1,‘

- g A} ““‘\_ L N " v .H...' ! v | @ ‘{
@ Back @ L] m ._h - Search ¢ Favorites L5 2 & T ﬁ : &
Address \@ htms {fwrwwi.counselormax.com/HCPDemo/GPS/Index.asp?iCaseID=62518iClientID=11201 l_\j Go Links >
P z
Max - \ ” =
7 - q =
Guigsnos & Planning System wk plan  class ap; og print
[] Add Instructions "\’
Complete| Avg Edit

Intake - coliect case info Level 1 Intake Panding }
Identify Grantor Level1 Grantor Fanding 0 \
c Q ¢

Intake - review privacy policy / sign Level1 Autherizatien Pending 6
authorization e Q Qi
Intake - collect subject property info Level1 Property Panding S0 (A [l

In either case, you’ll see the counseling data entry screen form:

e =N B W

Guidance & Planning System wk plan ciass appt 109 prnnt

Joe Smith

- ..
‘May  |w|l 2008 v o
*=#itg *=Training
Sun Mon Tue Wed Thr Fri Sat
J 2 3
s s 8 u s E ©
1" 12 13 1% i1 18 7w
3 ] 20 P 22 bl 24
-3 2% bid = 2 0 3"
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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

3.2 L s
Max 6t B RS
Guigsnos & Flsnning System wkplan class  appt  log  print

Joe Smith Thursday, May 15, 2008

[“]Add Event

Type Staff Description Location Start (Date/Time) End (Date/Time)

Appt [a|/[BH || | One-on-one Fit Main office S15/2008 §i15/2008
—|lcA counseling sess . 5 | .
Biae| | 1" S5O 2 [w]oo[s]em[v][5 [s]oo iiv]
OE

[]View All Staffs' Events for This Day

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:

3

Max = W
clase appt 109

S.I32noe & Plarn ng Ssiem vk plan prnt

Your Event was Saved Successfully!

Wolld you like 1o prnt a repninder Ietier 1o e clent
row? %‘j

If nct return to the calendar and a rervincer will ke
autcmatizally created SO you can print this letter
latr.

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:

Max , 2 51 g = .
~ 69 B M~
Guidsnos & Plsnning System wk plan class appt 109 pnnt
] Add Instructions A‘
~ 2 Complete| Avg Edit
| e
Intake - collect case info Level1 a Panding 80 Q @
identify Grantor Level1 = ‘h Pending 0 O Q
Intake - review privacy policy / sign Level1 Authorization Panding 60 (&) [fiis
This opens the MD Intake task data entry form:
Max X LY K-
: g 0 & &~
Guidanos & Flanning System wkplan class appt 09 print
ctw Subject Prop Client Information @
Required Fieds Must Be Filled-in
First Name: John Middle: Last: Smith
Address: 12 lain Street
City: Boston State: A Zip: 02110

Household Occupants *
~SelectOne-_ B
Default Reason *

;;ééleciéné«-- 7i"l

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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Max

Guidsnos & Plsnning System

Address:

First Name: John
12 Main Street
City: Boston

Client Information

WA

s B & &

wk plan class appt 109 print

p—

Last: Smith

Zip: 02110

Household Occupants *

[Married with children

[v]

Default Reason *

---Select One---

|

---Select One---
Business Venture Failed
Death of a family member

Loss of income
Medical Issues
Cther

Reduction in income

inloan pavment

Poor budget management skills

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

3
Max l 5
Clidance & Tlanrirg Iystem appt g prnt
L Add Inzruztizrs |7
= S Cumplels| Avg Edk S
Acoom e dpidiss '"'m“ Kompiek
Intake - olecs case rin lese 1 nave F. on Q @
lgcnty Cranto” Lese 1 Srartes i% U 0 @
v tivevy policy s sig Lewe 1 Aul I Fandlng 80 o @
Leve 1 Doagedy Fandivg 90 0 @
Bucget Creaticn pull!review credt Leve | Zredk Rsport Fonaing 20C O ‘a
Nirget Trastinn - arfer lasiftias lave 1 Lishlfies Pt o @
Bucqet Creatiol  srter core Leve | Incons Fznama 20 G @
Ayl Tl = e T i [ [ PEnalng  ANC
cayrenta 0 @
BJCget Lreabe - morthl viorkshoe: Leve 1 ageg] Pending  “& O o
Butysl Valialin - peview finenial Lo 2 Bucyel Panalng 2 @
informefior » O
Greas to Solution - chosss wo-koul Leve 2 Lisos Pewdi g J0C
Pad : e @
$alior  contact isn holder Lewe & Lienz Fznam 0C 0 O
Aol finn - selecs ackvty hye (R L-bvty Tvae Foinii g 0 @
£7632 I $21401 - CCP.CIC “raIce J0qe Leve @ Hinanzc Pending  SUL 0 @
Corpkle -z vasz =solulen Thszval 2 Resvuin Resolulun Fandlag o Q
[
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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.

a0

Max = B W

Y ls - L "
Guidsnos & Flanning System wk plan  class appt iog print
[ Add Instructions |
Complete| Avg
jonal Cancel|

“mm Mmutes Complete
Intake - collect case info Level1 Intake Panding @
identify Grantor Level1 Grantor Panding 0 C: " @
Intake - review privacy nolicy / sion leveld Authorization P=nding a0 £ £

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.

£€] - Web Page Dialog .
Joe Smith 5712008 @

Http:f,r’-.\"m\-.counselormax.com,MCPDemo,."CounseImg/‘v“iorkNanEdit.asp?in 'O Internet
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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:

Max . Q“ B 8= "
? - R o~y
Guidsnoz & Planning System wk plan class appt 109 print
[] Add Instructions ;Al
Complete Avg Edit
“ ’Complete Cancel
Intake - collect case info Level1 Intake §2/2003 60
Identify Grantor Level1 Grantor k Panding 0 Q @
Intake - review privacy policy / sign Level1 Autherizaticn Panding 80 oM (A

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”.

€] - Web Page Dialog

John Smith 41712008 @

0w

4/15/2008

3
0
i
i
Q.

> 00 o= m

p
A3
o
")

Action Detsils e R
Action Detsils | comsieted all data entry and collected all data tems.

Http: /-.."ui'v-.w\-.counseiormax. com, /HCPDemo}'Co unseling/WaorkPlanEdit.asp 0 Internet /

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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The next task in the MD work plan is “ldentify 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:
Max 2 m ' Al &
. g ‘0 & ™
Guidsnos & Flanning System wk plan  ciass appt iog print
D Add Instructions had
Complete| Avg
mom .e
Intake - coliect case info el Intake Complete £/2/2008
Identify Grantor Level1 Grantor Panding E @
Intake - review privacy policy / sign Level1 Autherization
authorization
intake - collect subject property infc Levell Property Panding S0 O @
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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”:

@ -- Web Page Dialog

g

Expzctad  [giao003
Dsts
Tn Ra
Complet=d
e £/2/2008
Coamplsts -
Action
Actinn
Detsils
Rationalz
| ---select One--- | w
Outoome. [T gslect Ona--- |~
Ti=1=Tal2 ] L

MIWLCOU 5 rand New Day, Inc

Affo-dable ' Housing Education and Development, The.
Arizena Department of Housing/Arizona Housing Finance Authority
BCL of Texas

B8eyond Housing / Neighberhaod Housing Services of St. Louis

ose workout!

sekect activity ty,

ase resolution

Cab-illo Economic Development Corp.

[California Housing Finance Azency..

Cen:rc Camoesinc Farmworker Cemet\\ylr‘c

-3
Cobs Housing, Inc.

Colcrade Housing ard Finance Authority

Colcrade Rural Housing Development Corporation

complete financd Community Development Cerperation of Long Island, Inc.

Community Housing Development Corporation of North Richmond
Community Housing Services of Wichita/Sedgwick Ceunty
Community dousingWwoerks

Cemmunity Service Programrs of West Alabama, Inc.

Community Ventures Corporation

Corporation te Develop Communities of Tampa

|Delzware State Housing Authority

Family Services, Inc.

Florida Hous ng Finance Corporation
Georgia Department of Community
Hemre HeadGuarters. Inc.

Homre Cwnership Center of Greater Cincinnasi, Inc., The
Hope Hotline

Mfairs

Housing Assistance Program of Essex County, Inc.

Housing Resources cf Western Colorado

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.

form using the “E” button under the Edit/Complete column to change it:

If necessary you can return to the

Max

Guigenos &

] Add

Intake - review
authorization

Identify Grantor

Planning System

wk plan

o .

class appt 10g

-
T~y

print

Instructions

Complete Avg

Complete

fifornia Housmg Finance
Agency

I52 2008 0

Intake - collect case info Level1 Intake
Levell Grantor Ea
privacy policy / sign Level1 Autherization
Intake - collect subject property info Level1 Property

Panding &0

POOO

Pending 90

pOOO

| A
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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:

a2 wm 0
Max : f,';Lj Eg !1 -

Suidanos & Flanning System wk plan class appt 1og print

P ease print z copy of the release form (see link kelow). make sure that yaur client reads it carefully, have you client sign he form, check the box
below, and press the "'OK button.

Authorization to Re ease Information

dmin/Misc/Release 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:

] - Web Page Dialog ‘
. N
John Smith 4712008 '@

http: /fwww.counselormax.com/HCPDemo/Counseling/\Wor<PlanEdit.as| | @ Internet
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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:

Cuidsios & Pl g Syslet wik plan appt 109 prnt

Client Info Subject Preperties @

Reguicod Fickda Mua: Bo F

Property Type Sing e Tamily ] #ofunits®|T Aptil_nil 2

SrestAaddress* 12 Main Slieel

City * Scston Stae [MA [ Zip Coce 02110
MSA * Sufok Cou\.t;rB'Eslon{ar‘rbrdgséumcy, VA-NH HUD Metro FMR Are ‘,V:i Census T-act | 99999

Markel Velug 3230000 Ledse Nutiber

FEMARe 181 1jpe |Urknown V ErergyStar Ratzd HoneIZ

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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(@ -- Web Page Dialog
HRICIRY 411712008 D
Expected Date |, 20/2008
To Bs
Complsted
2ale 412212008
Completed
Action

Action Detsils

Collected all data at intake.

Rstionszle

Sutcome |Level L (2
---Selact One--- }
evetdEn r
Level 2 |»
h =g/ \VorkPlanEdit.as) | 4 Internet 7

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”.

Mix W

Guidsnos & Flanning System wkplan class  appt 1og e

Data Flite Login and Password
(required for credit reports)

Login * mylogin

Password * 00000000

Eirst Time Login?
New User Guide

Change password
If you require assistance. please call:
(800) 423-1150

o]

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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B X}
Max N ' ._a
4 D & &
Sulaance & Planning System ppt ) print
|—_Ge“:r9d“REp°” | O oint Client Paid In-Fullz Otio O yes

FirstName*  John
LastName *  Smith

Middie Name

Name Suffix v/

Ssh OTE: The SSN you ente be saved in this person s Case Data located in the ntske' tab
Street Address 12 Main Street

City Boston State M v
Zip Code * 02110

[“ Trans union [¥]equitax [¥] Experian

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”:

@ - Web Page Dialog — a
John Smith 41712008 D °

2/2008|

Actien Datsils creasfi lled reoort
Successfully pulled report

Complete bt

http: //#\w,counselormax, com/HCPDemo /Counseling/WorkPlanEdit.as ’ Intermet

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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: , @
Max ~ B B =

Guidanos & Flanning Systam wk plan ciass appt 109 print
D Add Instructions | %>
< 2 Complete| Avg Edit
m icomplete] 2!
Intake - collect case info Level1 Intake Complete 5/2/2008 60 Q @
identify Grantor Level 1 Grantor California Housing Finance 5/2/2008 0 O @
Agency

Intake - review privacy policy / sign Level1 Autherization Signed 5/£/2008 60 X
authorization % Q

Intake - collect subject property infc Levell Progerty Complete 5/£/2008 90 o @
Budget - Creation - pull / review credit Levell Complete 5/7/2008 300 G @
Budget Creation - enter liabilities Level1 Fending 0 @
Budget Creation - enter income Level1l Income Pending 300 G B

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:

S B
i : L
i & Fls i g Sysle 1 whplan <ass  appt 53  pan

Lisbilities el
4

Feqared Feld2 L2t Se miled n

Liasifty Tyee * |creciecere  [s]  Acont number

Nin dnth Pymrt™ U Acent 3chince 100U

Azl N Vs= Siree 1VisaWay
Ciy Wil minglzn Sal [r="Ty]
Zis Rode Noufl dsein Compdacines [
Vidmoul Pt my Lenting [] Paz! 01 81 R Rt imy [

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.

g T EYY

s =
Gké"x & Flanning System wkplan class  appt ‘og s

Liabilities o

Required Fieids Must Be Filed-in

w

Liabilty Type * Lozn [3e]  Acent Number 1111111
Min Mnth Pymnt * 300 Accnt Balance 13000
Acent Name * GMAC Street

City State ‘73
Zip Code Don't Use in Computations  [[]

Victim of Predatory Lending [ Paid Off At Case Resolutio

Back to List of Liabilities
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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:

ad ‘ . B
Max , Ps fg ' =
: 3 o W o™
Guidsnos & Flanning System wk plan  class appt 109 print
Liabilities oot
Name Type Applicant / Co-App Min Pymnt Balance Edit Delete
fisa Credit Card Smith, John $30.00 §1.00000 @ Q
Total: $30.00 $1,000.00

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.

€] -- Web Page Dialog @
John Smith

3 A
41712008 @

(PlanEdit.as | Internet
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The task will be marked as Complete when you return to the work plan:

a2 [X]
Max 4 < e =
7 -,
Guidsnoe & Flanning System wk plan class  appt log pnnt
[] Add Instructions |
T Complete| Avg Edit
Rational 5 C: |
'Complete e
Intake - collect case info Level 1 intake Complete 5/2/2008 €0 Q @
Identify Grantor Level1 Grantor California Housing Finance 5/2/2008 0 G @
Agency
Intake - review privacy policy / sign Level1 Authorization Signed 5/8/2008 €0 o @
authorization B i e
Intake - collect subject property info Level1 Preperty Complete £/8/2008 S0 0 @
Budget - Creation - pull/ review credit Level1 Credit Report Complete 57/2008 300 O 0
Budget Creation - enter liabilities evel1 Liabilities £/7/2008 O @

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.

Max ; $ _ et
: ‘ 2 o ™
Guidanos & Planning System wk plan  ciass appt 109 print

Income @

Reguired Fislds Must Be Filled-in
Other Income
. ") Date Start 019008
Employer Walmart (mmidayyyy)* 01/01/2008
Date End

(mmiddivyyy) Years In Profession |1
1/aay YY)

Self Employed O Title*

Bus Type* Retail Phone {777 \[7777777
Mnthly Gross Income® 3000 Mnthly NetIncome® 52000

Address 1 Main Street City Medford

State [ma [v] Zip Code 02111

Farm Worker

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:

(X
Max - dd ¢ e
= W
Guigsnos & Flanning System wk plan class appt 10g print
Income @
Re ed Ficlds IMust Be Filled-in
: Other Income
{
aw Date Start
: Employer (mmiddiyyyy)*
i Date End Mance o Denf
This displays the Other Income form:
[ X}
Max S | =
L ILOW
Guidsnos & Flanning System

wik plar lass appt 109 print

Other Income @

Income Type® | Alimeny ~| WMnthlyIncome™ 400

Fill out all required fields and save. This will return you to the income summary form:

; 2 : X
g
o LR
3u'danas & Flanning Syztem wiplan Class  appt 100 print
Add Ne
Inccme ceil
Company Aooicant/Co App Monthly Grose Montkly Net Edit Delste
Dividend Income Smith, 1211 $200.00 3220CC O Q
Vialinia L Smiith, Ju 11 $3,000.00 s2000cc | @ Q
1otal: §3,200.00 $2,200.00

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.

September 7, 2010 Chapter 8: Counseling Page 87




CounselorMax User Guide

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.

a2 , B
Max = W
p &) - ™
Guidanoe & Planning System wk plan ~ class appt 1og print
[ Add Instruotion
Complete) Avg Edit
'Complete
Intake - collect case info Lex Intake Q
Identify Grantor Level1 Grantor California Housing Finance  £2:2008 O o
Intake - rev \ w privacy pelicy / sign Levell Autherization Signed 5/8/2008 60 O Q
Intake - collect subject property inf Levell Progerty Complete 5/8/2008 90 O Q
Budget - Creation [ review credit Levell Complete £/7/2008 300 O Q
Budget Creation - enter liabilities Levell Complete £/7/2008 O o
Budget Creation - enter income Level1 Penging 200 G Q
Budg - enter liens and Level1 Panding 300
@ O
Budget Creation - monthly worksheet Levelt  Budget  Pandin g 120 Q Q
Budget Validation - review financial Level 2 Budget Panding 120 o Q
information
S Selution - choose workout Level2 Liens Pending 00 O Q
s to Solution - contact Level 2 Liens Panding 00 o Q
Solution - select activity type Level2 Activity Type Pending 0 Q
Steps to Solution - complete finance page Level2 Finance Panding 300 O Q
Complete - enter case resolution Closecut & Resolution Resolution Panding O O

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:

A . A
MRK -~ 8 &F
v 1 - =y
Guidanos & Planning System wk plan class appt 10g print
A
Liens and Payments @
Regquired Fields Must Be Filled-in
} eet, Boston, MA 02110 Printer friendly version
Lien Holder Information
Lien Holder Name *  |Lender Inc. Contact Name Harry Smith FDIC #
Address 1 1 Spring Street Phone 777-777-7777
Address 2 Suite 3 Contact Fax 83838833888
City Bostcn Contact Email 1smith@Ilendersinc.cam
— Pmt Status [ 4
State MA (v 61 - 50 day Bt
-—l Zip 02116 (at contact) ™ L s ——]
Lien Holder Type™
Lien Characteristics
B « t g : - r—] Lien g |
Payment Type ---Select One--- |&| Income DocType ---Select On=--- (2] Position® L 1id
Current Servicer Servicer Loan # Jemiype: [ AV; [w]
(%] | 12

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:

Lien Characteristics

. - pendil _ o = {ien p—
Payment Type ™ Mtg - Hybrid rate resst v Income Doc Type NINA (no income no asset verification) [ ;c ttion * 1 V[

’ ) e — siti —
Current Servicer Lender Inc. Servicer Loan # 9999999 TermType [3q f;]
Original Lien Holder |Lender Inc. Original Loan# 9999999 StartRate |6
Pmt B te . S = e —— ——r== Interest
Pmt Prior to Rate 1400 Itg Insurance Type | Private Mortgage Insurance |¥| Only

Monthly Payments & Loan Balance / Past Due Amounts

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.

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.

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.

Outreach Education Counseling |

&

Qu
Hd

Fol
Md

3

0008

aa .. B
Max 7 A f‘g “ =
= “ 1l l
Guidance & Flanning System Joe Homebhuyer wk plan class appt 1og print

Please Choose a Budget Type for this Client

Standard Counselorhlax
{Minimum budget items)
view sample

Standard Hope — HLP
{Required for submissions to Hope Loan Port — HLF)
view ssmple

Custom {For Your Orgsnization)

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:

Calendar Qutreach Intake Education Counseling | Resources m

™ . [X]
Max ; f‘g ! =
Ci T A
Guidance & Planning System Joe Homebuyer wk plan class appt 10g print
ay .
Hd Income [updzs
Employment 50
o overtime 0
Interest & Dividend ]
Net Rental Income 0
Other Income ]
Withholding (0)
NetIncome 50
Fixed Expenses
Auto 0 £
Child Support/Alimony 0
Col Credit Card Min Payments
] Credit Card Min Payments  jzztzi= 0
ldg Credit Collections 0
© Education 0
© .
® Housing Payment 0
® Installment Loans
® Installment Loans  (zetsilz) 0
Insurance 0
Madiral n

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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Calendar Education Counseling |

™ | 1 ﬂ
M B n ke
Guidance & Flanning System Joe Homebuyer wk plan ciass appt 10g print
-
Fixed Expenses

Auto 0
Child Support/Alimony 0
Credit Card Min Payments

Credit Card Min Payments  jsetsic) 0
Credit Collections 0
Education 0
Housing Payment 0
Installment Loans

InstalimentLoans  jgstsils 0
Insurance 0
Medical 0 E
Savings 0
Tax 0
Utilities 0

Discretionary Expenses
Charity 0
Dining 0
Entertainment 0

Food and Groreries n

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.

Masx e o ﬂ; ! . f—
G4 = gg =2 b =
Guidance & Flanning System Joe Homebuyer wk plan class appt 109 print
Qu Credit Collections o -
Hq Education o
) H
0 ousing Payment [5)
Installment Loans
Installment Loans  (setsis o
Insurance o
Medical [5)
Savings o
Tax [5)
Utilities o
Col Discretionary Expenses
Charity o
1d< Dining
& 0
® Entertainment o
(5] Food and Groceries [5)
=) Gifts o 3
© Household o
Miscellaneous o
Pet Expense o
Public Transportation o
Rental Property o
. Save
Adi
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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.

€] --Web Page Dialog B
2 3 (o]
John Smith 4/18/2008 @
27/200
4/27/2008
Acti
Action Details |0 ystomer kept track of expenses for one month. Compared to projected,
adjusted and finalized
Rati l=
Cutcoms
Lo v
http: /fwww.counselormax.com/HCPDemo /Counseling \WorkPlanEdit.as) O Internet

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.

DUUYET Vanuanum = TevEw Tanca Ve UUgE TUTpTETE LT EUUS TZU

information u U
Steps to Solution - chocse workeut method Level2 - Lisns 4/12/2008 200 Q o
Steps to Solution - contact lien holder {offer Level2 Liens Panding 300 (% | G
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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.

Frinter Sriznaly Verzsicn

Printer Srigngly Versic Add New

Liens and Payments

Save Changes Was Successful!

Monthly
Lien Holder Work Out  Payments Past Due Work Out Edit | Delete
Position Lien Holder Name Type Status Current Modified Amount Method
1 Lender Inc Iittg Lender $2,00000 $1,60000  $4,000.00 Payoff 0 Q
Total: $2,000.00 $1,600.00 $4,000.00

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.

Monthly Payments & Loan Balance / Past Due Amounts
VWork Out Reques
Current Values Modified Values Work Out Method ;.t:lr:-(}u Request
Idonthly Pmt 2000 % 1600 | Modify - lowsr rats and pmt il ‘7:en:in; ﬁ\i'[
Current Rate 82 * 4 ;,",'fw,’i‘";f, - lc..:zrrr;t-z”sn:r E@tﬁ‘_’{' ‘::f‘n,:i,",g, ‘i[
Past Due Amount  |4000 2 4000 | Payoff il ‘,.,:?“,:,i,",s, il .
Principal Balance 200000 2 200000 e "v'| Peding r;l
Current L == — s — 3
Term . a Teois - s —
{months remaining 320 318 | Payoff v] ending i3]
Comments Will propose to lower payments and rate and pay arrears.
vl
<. [>]
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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:

Max z'ﬁ@lﬁm

Guidsnos & Flanning System wk plan ciass appt tog print

Printer Frisndly Version Add New

Liens and Payments

Save Was Successful!

Monthly
lien Holder Work Out | Payments Past Nuie Work Out Feit  Delete
Position Lien Holder Name  Type Status Current Modified Amount Method
1 Lender Inc. litg Lerder $2,00000 §160000 | 5400000 Papfi | @ @
2 City of Basten Tax Ascessor $60.00 $60.00 $120.00 Payeff O Q
Total: $2,060.00 $1,660.00 $4,120.00

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.

Monthly Payments & Loan Balance / Past Due Amounts

Current Values Medified Values Work Out Method :i:;E:O“I Request

Monthly Pmt 2000 . 1600 Modify - lowsr rats anc pme [ ¥ 12

Current Rate 82 o 7 :""c"',"'" —lowerrateand pmt l;fj I%

Past Due Amount 4000 - 4000 Payoff \::l |2

Principal Balance — - == |

Current 200000 o 200000 | -- no request-- ] Pending :’] -
&] -- W=L Pag= Cialog

John Smith 4/18/2008 &..)\ =

_t |

hte=:, ¥ conszlzimax.com/FU ‘e o zuce Iglwork Iznsdit.os (49 Ine—ct
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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”:

Max

Guidsnos & Flanning Systsm wk plan

Contact Lien Holder

Recipient Name: Harry Loans

Recipient Address: 15

Loan or Account #:
(optional)
Hotes:

Your ContactInfo: | -

=

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:

[}
Max : o & &
3 5 &
Buivs s § Flann oy Symen wkplan  class  apat wyg o peint
|
o Hamy Loans
1 Sp~ng Steect
Sure
Buston WA 0211
Daife: 4187200
Re: Subjsct: 12 \Vlzin Stree:. Bostcn M& 02110
9200999
Duar Wi Leans we ws prususiog ths Gl s ng varkoul plai fur oo cien M Sl P sess sue the Jo.sils belos
orthly
L Holder Woik Ot Payments Past Due \Wurk Out
Lien Holdee Naie  Type Stalus Cutturt Modfisd  funount Melhcd
Le wa g g _e e S2.C02.C0 | $18C00C  $4.000.0C P=yull
C ly uf Beslur TaxAssessul SE0 0 $E0 0C $120.0C Payull
otk P2UBULL  BIBEODUL 5412000
-
£l 3
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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:

@] -- Web Page Dialog
John Smith

4/18/2008 .

e (5712008

412372008

Action

Action Detsils | gent jetters with proposal to each liex helder. |
|

Rationsle

Gt Complete N

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.

Max d w : (X ]
: % ‘ »‘B -
Gulcatoe & Flanning Sysiem wk plan  clase appt 109 print
Original Lien Foldsr  |Loans R Us Original Loan # 388838¢c8 SatRats € |l
=] nteres:
Pl Priot to Rate 140C Miginsurarce Type  B1 vate Mo Lyeue Insuia ee |3 g; C
BUILE Iy
Murithly Payiments & Loan Balance / Fas! Due Amounts
V0% LUl Reqest
Current vaues ifodifed Values  Vvork Qut Methcd "g il
Saus
Montaly 2nt 200C * 1300 Modify - lowarrate ard pmt i 7“vcc:;t:c v:
Cuirrent Rete B2 . / Madify - lnnerrate ard pmr W) (Zrrepred ]
PastDue Anoutt  |400C . 4300 payof -l
P it tpal Babnee 1 3 =i =
Ciirrent 200C00 230000 "o =quss. et
T=m = e |
3 x 3 P
(menths remanng 320 318 — ~]
Comments Will p-opose to low=r paynents and rate and pay arrears.
Back 1o LSt ¢t LEns and “ayments |
(s
Al 2

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

Steps to Solution - complete finance page

Complete - close out all task cutcomes

~

» 9 @
aQ O

refi
resolution)
Finance Panding

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.

Max

Guidanos & Flanning System

Funds Type*

Source Name*® Bank Of America

Loan Term Mnth* 360
Interest Rate* 6
Account Number 9999938
Additional Information

Deferred Loan |
Forgiveable )|
Eligible for Sale to 0O

NHSA
3

=

2 : X]
W o &~
k plan class appt og print
)
Source of Funds @ B
Funding Type®* Private Lending Institution ‘;/‘) Lien “V’l
- — — Position® —
Loan Type* Mg - Fixed vl Funding 500000
= Amt
Term Type* 30 [v] Lops 0
! — Costs 8*
= _ Net
Doc Type | Full Document Provided ‘_’J Funding |200000
Amt $
!l._l?pr‘tegage Insurance [None ‘i"
Principal
& IntPmt* 1200
Mortgage
Insurance 0
IMonthly
Payment 1290
i~
[>
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This takes you to the Financing Summary Form:

e - o Es "
print

Guidanos & Flanning System wk plan  class appt 1og

Erintar Friendly Version Finance Summary Add New

Source and amount of Qutstanding Debt

Amount of past due payments to be paid $4,120.00
Amount of unpaid balances to be paid $0.00
Total Amount needed to Payoff Debt 54,120.00

Source & Amount of Financing (net of costs)

Save Was Successful!

Het Amount of

Name of Company/Grantor/Source of Cash Type New Monthly Payment  New Loan / Grant Eatt Delete
Bank Of America Loan 51,290.00 $200,00000 @ Q
Total: $1,290.00 $200,000.00

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.

" ~
Steps to Solutidn - cantact liey holder Level2 Liens Fanding 302
ok 5% S - I
Steps to Solutan - CMpiete nance page Level Z kinénce Pending  3UJ O O
Designale Lev=l 3 Level 1 Fensing @ @
Complete entsr caze resclulion Clozecut & Re=olution Resoluton Pending o
v/
&] -- Web Page Dialog &3
SR |
Frank Thomas 5/8/2008 @ °
Expsct=d D2t | ci11/2008
Te Be
Completsd
Dhate 5/8/2008
Completss
Action
Action Datsils
Rsticnsls
Cutcomc
O_KD |a
https: /fwiw.counselormax.com/HCPDemo,Counseling/\WorkPlanEdit.a: |4 Internet /

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.

carpisls - 2ver al "emalrh] fqse nntes Ievel LnaR angd hetek rampiete  aRnuR G @
Cyvplele - =1:er case resoluticr Levell Res @ e

X lation Pendiing
¥

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:

-

Microsoft Internet Explorer

1] E WARNING: There are 1 unresolved items in this case Work Plan. Please click the 'GPS' or "Work Plan’ check box in the 'Counseling’ tab.
.

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:

Max

Quidant= & F o niig Syslen

(Select OMNI Y when yau want to finalize rhis nase)
Case Resaluteis for "Viongage DefaulvEatly Delinquency™

| BroLght Mor currs ) HJD Activi
EroLght Mortcage Currant Nl JD Activity

----- CHOOSE CNE ----- g

Initiztec Forbearance Ajreement
Executed Ceed-ir-lieu Lstce ¢
53ld Fropety b= i
Mortgage Foreclozed

Saspended

Rzvd. 2nd Mortgag=

Partial Clam

Mortgage Refinanced

Mnrtgage Mad fied

Cuunseled/Re’erred Lo Ayency
Banlkruptey

Counseled/Re’erred for Lejal Assistance
Pre-forclceare Sale

Entered Ceb: Managzamzant Flzn

esignajed in the
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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.

A
Max . S

v Y
Guidsnos & Flanning System wk plan  class

Mortgage Default/Early Delinquency: Case Resolved Successful
This Mortgage Default/Early Delinquency Case was Resolved on 4/18/2008 to 'Brought Mortgage Current'

To re-sctivsts this case click the button below

[ Re-Activaie this Case ]

A

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.

COunse"OrMax Guidance & Planning System (GPS) [ new
Quick Client Search Client Log [
Counselor, Joe Case Profile
Demo, Client
Doe, Jane -
b, ® ciemtbems
Homeowner, Jos Credit
Summary
Credit
* = Required
Humber of
Accounts 60 Days 90 Days
Co-Applicant Search 30 Days Late
Perm Res
Identify Clients Alien [} Divorce B
Dl
': ) In-Process Credit Score * Repository* -
) Closed .
- (If two, seiect one w/ lowest score - if three, select one w/ middle score)
@ Prospect
- Suspendes Last Last Judgments
. Foreclosure Bankrupt Bal g § -
[ Guided Counseling (GPS) Date Date lance
[C] New Client
Global Mode
Admin Menu
Logout
Legacy Clients
Available for 377 Days.

e Credit - The ‘Credit’ tab provides data fields reflecting information on the credit
report.

e Subject Property - The ‘Subject Property’ tab provides data fields relevant to
the property associated with the client’s service type.

e Residence - The ‘Residence’ tab provides data fields to complete the client’s
current residence.

e Assets - The ‘Assets’ tab provides data fields to complete relevant to the clients
liquid and tangible assets.

e Liabilities - The ‘Liabilities’ tab provides data fields to complete that reflect
monthly financial obligations that may or may not appear on the credit report.

e Dependents - The ‘Dependents’ tab provides drop down options for dependent
ages and their relationship to the client.
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e 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.

e 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’.

Jane Homebuyer 3
CounselorMax Guidance & Planning System (GPS) [

Quick Client Search Client Log ]

Foreclosure, Frank Case Profile [
Homebuyer, Jane
Homebuyer, Joe

Budget
Create New [

Assign Counselor [

Tools [

Pre-Qualify [
Co-Applicant Search

Work Plan [

Identify Clients
60 Case Resolution [
_) In-Process

_) Closed

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.

Joe Mortgage Default 3
CounseIOrMax Guidance & Planning System (GPS) [[]

Quick Client Search Client Log [J

Foreclosure, Frank Case Profile [
Budget
Create New

Please Choose a Budget Type for this Client

() Standard Counselorax
{Minimum budget items)
view sample

Co-Applicant Search
Identify Clients

@ all

() Standard Hope — HLP
{Reguired for submissions to Hope Loan Port — HLP)
view sample

2} In-Process @ custom {For Your Crganization)
© Closed
) Prospect

2 suspended
[ Guided Counseling (GFS)

[[] New Client

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:

gl o= | Resources | Reportnd
Joe 8.12 13

- Guidance & Planning System (GPS) [
Client Log O
Case Profile [

Budget
Create New

INnCoOmMe [uozzts
Employment
Cverime
Interest & Dividend
Met Rental Income
COther Income
Withholding {0y

Net Income 50

&

oo oo o

Discretionary Expenses
Auto 0

Charity 0
Child SupportAlimony 0

Credit Card Min Fayments
Credit Card Min Payments  zstsi=

Credit Collections
Dining
Education

Entertainment

o T s s | s s | s

Food and Groceries

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:

Calendar Outreach

Frank Sin

atra 3

CounselorMax Guidance & Planning System (GPS) [C]

Quick Client Search

Scottl0, Michael ~
Scottii, Michael
SCOTT12, MICHAEL
Scott13, Michael
Scott14, Michael
SCOTT16, MICHAEL
Scott2, Michael
Scottd, Micheal
SCOTTS, MICHAEL
Scotte, Michael
Scott?, Michael
Scottd, Michael

Co-Applicant Search
Identify Clients
@l

@ In-Process

@ Closed

Prospect

© suspended

D Guided Counseling (GPS)

[[] New Client

Quick Client Search

Scot‘tgE Michael

Scotti0, Michael -
Scottii, Michael
SCOTT12, MICHAEL
Scottl3, Michael
Scottld, Michael
SCOTTL16, MICHAEL
Scott2, Michael
Scott4, Micheal
SCOTTS, MICHAEL
Scott6, Michael
Scott?, Michael
Scott8, Michael

P

Co-Applicant Search
Identify Clients

@ all

©) In-Process

@ Closed

® Prospect

©) suspended

[T Guided Counseling (GPS)

Scottd, Michael

Client Log [
Case Profile []

Budget

Create New

Resources

Income [uozrs)

Overtime

Other Incom
Withholding
Net Income

Auto

Credit Card

Credit Colle

Education

Calendar Qutreach Intake Counseling |

Employment

Interest & Dividend
Met Rental Income

e

Fixed Expenses

Child Supportialimony

Min Payments

Credit Card Min Payments  jgetsis)

ctions

Housing Payment

Frank Sinatra O3
CounselorMax Guidance & Planning Systemn (GPS) [

Client Log ]
Case Profile [T

Budget

[=R=]

(=R =R=R=]

Resources

»

mn

Windows Internet Explorer

[ = |

Create New &P proceear

k.

Income juposts)

Overime

Withholding
Net Income

Auto

Education

Employment

Interest & Divi
Met Rental Inct
OtherIncome

@C% Vou are about to transferred to this case's profile. Would you like to

oK

Cancel

Fixed Expenses

Child Suppaort/Alimony
Credit Card Min Payments
Credit Card Min Payments  [g=tziig)

Credit Collections

(0)
30

»

m
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@ Frank Sinatra {3

CounselorMax Guidance & Planning System (GPS) [

Quick Client Search Client Log [[]
Scott10, Michael N Case Profile
Scott11, Michael
SCOTT12, MICHAEL =
Scott13, Michael © Frank Sinatra Income
Scottl4, Michael
SCOTT16, MICHAEL Summany _ N
Scott2, Michael *= Required
Scottd, Micheal
SCOTTS, MICHAEL
Scotts, Michael . Date Start
Scott?, Michael = Employer mm/ddlyyyy
Scottd, Michael b *
Scotts, Hichae = Date End Years In
: mmiddiyyyy Profession *
Co-Applicant Search
Self .
Identify Clients Employed L) Title
Oal Bus Type *
) In-Process Mnthi
_ nthly
© Closed Gross Mnthly liel
© Prospect Income * Income
) Suspended Phone
[ Guided Counseling (GPS) Address City
[[] New Client State - Choose One - ~ Zip Code

Entering client Fixed and Discretionary Expenses

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

Budget
Create New
-~
Fixed Expenses
At
Child SupporvAlimony
Credit Card Min Payments
Credit Card Min Payments  zzisi
Credit Collections
Education
Housing Payment
Installment Loans
Installment Loans  [zetsils
Insurance
Wedical
Saings
Tax
Utilities
Discretionary Expenses
Dining 0 b’

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.

Budget
Create New

Medical
Savings
Tax
Ltilities

Discretionary Expenses
Charity

o] a2l a2

Dining
Entertainment
Food and Groceries
Gifts

Household
Miscellaneous

Pet Expense

Fublic Transportation

SIGHGHCEEEGNEGEENE

Rental Property

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:

Dev JDB_test NFMC2 3
Guidance & Planning System (GPS) [
Counse%rMax 9 System (GFS)
Quick Client Search Client Log [
_n
_1EdHB, Tom a Case Profile [
ZiRepairTest, Repair
1Test, April
:lT:stilFl‘l:lg Test Budget
73{2 ;rest» View Budget [
“HaEd, ﬁweargc Edit Existing Budget [
NEMC, Test Replace Existing Budget [1
_NFMC2Z, NW Client
“RevMtg, Test

OFNM, Test
1-HOPmods, 1DB
1-REFImods, Test s

Co-Applicant Search

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:

Hope Now_Average Rev. 8.17 .}

r Guidance & Planning System (GPS) [
Client Log [
Case Profile [

Budget
Create Mew [

Old Budget (Created before July 2010)
Show Budget (Month) [
Show Budget (Week) O

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:

Hope_Now_Average Rev. 8.17 3

Guidance & Planning System (GPS) [
Client Log [

Case Profile [

Budget
View Budget [
Edit Existing Budget [
Replace Existing Budget [

Old Budget (Created before July 2010)
Show Budget (Month) [
Show Budget {Week) [J
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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:

Max
Budget || Week 1 Week 2 Week 3 Week 4

Income

Employment 54,000

COvertime 400

Interest & Dividend 75

Met Rental Income ]

Other Income 300

Withholding (1,125)
Net Income $3,650
Fixed Expenses

Auto 300

Child Support/Alimaony 0

Credit Card Min Payments 200

Credit Collections ]

Education 90

Housing Payment 1,200

Installment Loans 100

Insurance 50

Medical 100

Savings 100

Tax ]

Utilities 200
Discretionary Expenses

Charity 50

Dining 300

Entertainment 100

Food and Groceries 300

Gifts 100

Household 200

Miscellaneous 200

FetExpense 0

Fublic Transportation 50

Rental Property 0
Total Expenses 53,640
Net Surplus (Deficit) 10
“oot Motes:

Total Fixed Expense = 5(2,340) Fixed Exp Ratio: (5£.11%)
Total Dizcretionary Expenze = (1,300} Dizc Exp Ratio: (2 }
Total Expenzes = 23 840 Exp Ratio: 99.73%

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.

Budget
Ve R”n‘gpf' D

Edit Existing Budget
kg

TACOME [icozte
Employment 54,000
Overtime 400
Interest & Dividend 75
Met Rental Income ]
Other Income 300
Withholding (1,125)
Net Income $3,650

Fixed Expenses

Auto 300
Child SupportAlimony 0
Credit Card Min Payments

Credit Card Min Payments  [zetsis) 200
Credit Collections 0
Education 30
Haousing Payment 1.200
Installment Loans

Installment Loans  (z=tsis) 100
Insurance 50

Replace Existing Budget [

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.

Budget
View Budget [
Edit Existing Budget

~
Saved Successfully
Income jcoas
Employment
Overtime Message from webpage
Interest & Dividend 26! B!
Met Rental Income 3
Other Income \_..() Wwarning: ¥ou are about to overwrite this client's budget. Would you like to proceed?
Withholding
MNet Income
Fixed Expenses
Auto 300
Child Support/Alimany
Credit Card Min Payments
Credit Card Min Payments  zetsis 200
Credit Collections 0
Education a0
Housing Payment 1.200
Installment Loans
Installment Loans  jzetsis 100
[ Insurance 1 En At
l Replace Existing Budget ]

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.

Budget
View Budget [
Edit Existing Budget []
Replace Existing Budget

Please Choose a Budget Type for this Client

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:

Fe http:/fenenw. counselormax.com/HCPDev/Counseling/BudgetPrint.asp?iCaselD-6338 - Microsoft Internet Explorer pro

counselorma.com

Egit Wew Favorites  Tools  Help
[ul

Mew Window Zhrl+HM DE .é Suggested Sikes * | Free Hotmal € | Get More Add-ons ~ -" iGoogle | e Concur - C

Mew Session e
v Tooks - W@ [ 3
Open... ChrlHO K oo e & 3
Edit with Microsoft: Office Word
Save As... Ma}(
Close Tab Chrl+H
| Budget || et
Income
Employment 84,000
Send b Quertime 400
Interest & Dividend 75
I t and E: (3
mpert and Expar Net Rental Incame 0
Properties OtherIncome 300
Wark OFfline Withholding (1,125)
i MNet Income $3,650
it
Fixed Expenses
Auto 300
Child Suppert/alimony 0
Credit Card Min Payments 200
Credit Collections 0
Education a0
Housing Payment 1,200
Inetallmnnt | nane 1nn
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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.

@ Client Demo 3

CounselorMax Guidance & Planning System (GPS) [ rnew

Quick Client Search Client Log [

Case Profile ]

Counselor, Joe
Doe, Jane

Doe, Sharon
Homeowner, Joe

Budget [}

Assign Counselor [C]
Tools ]
Pre-Qualify [

Co-Applicant Search Work Plan

Identify Clients [ Add [ Print =
Bl Rationale
® Th-Process NW Supplementsl Intske Dsts Intake Complete /16/2 = =
@) Closed NW Supplementsl Residence Data Intake Complete & &
& Prospect Schedule Clsss or Counseling Appt Intake Complete B B
@) Suspended =
Pre-guslify: Pull Credit Determine Affordability Complete & &
[l Guided Counseling (GPS) Fre-guslify: Enter Lisbilities D c B B
R Pre-guslify: Enter Income D
7] New Client o 0
Creste Budgst D c 121182008 [ B
Global Mode Develop Gealis) and Action Plan Client Work Plan Pending = B bl |
@ Help Document Froperty Information Closing Pending = =
Admin Menu Apply For Financing Implement Acticn Steps Pending = T

Logout

Legacy Clients
Available for 377 Days.

Case Resolution []
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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?”

couseing [N

Jane Homebuyer 1
CO UﬁSEfO."MaX Guidance &FPlanning System (GP5) [

Quick Client Search ClientLlog O
Foraclosure, Framk Case Profile [
Hemebuyer, Jo= Eludget A
; [ = ]
Assign Counselor Fl Windows Internet Explorer O
Tools [[] —
Pre-Qualify B « || Restrict items to be print for Client?
Co-Applicant Search Work Plan
: ; [7] &dd
Identify Client:
Py m_m{@- ok || Conce
¥ In-Process NV Supplemental intake Data ke )
. Clo=ed NV Supplemantal Resigence Daca nake Panging D D
. Prospect Screcuie Cisss o Counsalng ASt oraice e[ =
- Suspend=d Pre-quality: Pull Creak Deetanmine Aftondaiiiny Feane [ ] E
[£] Guig=d Counmsiing (GPS) Sra-cuaity Erar Lasizes Diacarmine toraniisy Pewg o
D Mew Client Pre-quaiity: Emer Income Dextenmiine Aflondainlilsy Pending D D
Creans Budge: Deztanmine Aforaaniiny Penging D D
Global Mede Dmvminn Goaiis) ana Asmion Plan e W Bian Pears [ H A
fQ' Help Document Propersy Inormation Closing Pedig ]
Admin Menu Agpity For Financing mplemeant Action Steps Panging = = i
If you select “OK”, you should see the client view as follows:
NeighborWorks-
CHARTERED MEMBER
202-58A-1212
Jane Homebuyer 6/20/2010
Action Action Details Reason |- Qutcomes |- Date Date To Be Completed
MW Supplemental Residence Data Intake
This plan must be completed to obtain funding
Jane Homebuyer (Borrower) (Date)
(Counselar) (Date)
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If you select “Cancel”, you should see the counselor view that includes client activities
and additional counselor activities as follows:

ﬁ:ighbor/‘;‘l\'orks*

CHARTERED MEMBER
202-555-1212

Jane Homebuyer 6/20/2010
Action Action Details Reason Outcomes Date Date To Be Completed

NW Supplemental Intake Data Intake

MW Supplemental Residence Data Intake

Schedule Class or Counseling Appt Intake

Pre-gualify: Pull Credit Determine Affordability

Pre-qualify: Enter Liabilities Determine Affordability

Pre-qualify: Enter Income Determine Affordability
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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.

Client Demo 3
CounselorMax Guidance & Planning System (GPS) [] wew

Quick Client Search Client Log []
Counselor, Joe Case Profile [

Doe, Jane Budget [

Doe, Sharon
Homeowner, Joe

Assign Counselor [
Tools []

Pre-Qualify [

Co-Applicant Search Work Plan [C]
Identify Clients Case Resolution [V}
® al
© In-Process (Select ONLY when you want to finalize this case)
- Case Resolutions for "Home Purchase™
) Closed
e CHOOSE ONE ----- - HUD Activity
Z) Prospect
[F] Guided Counseling (GPS)
[C] New Client
Global Mode
@ 1en
Admin Menu
Logout

Legacy Clients

Available for 377 Days.

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.

N csorces | revortng |

uyer 3
CounselorMax Credco (New & Re{lssued Credit Reports)

Sample Credit Report]

Quick Client Search

Foreclosurei Frank @ Joe Homebuyer
Homebuver, Joe

Data Flite Login and Password
(required for credit reports)

Login *

Password

Co-Applicant Search First Time Login?
Identify Clients Hew User Guide

) al Change password
I you require assistance, please call:
(800) 423-1150

©) In-Process
D Closed
Prospect
©) suspended

[C] Guided Counseling (G7S) Click here to updatd this case's credit profile without pulling a credit report.

Ha

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.

Client Demo 3
CoUnseIOrMax SDCredco (New & Re-Issued Credit Reports)

ample Credit Report

Quick Client Search

Counselor, Joe

Demo, Client ViProperty Details (show)

Doe, Jane

Doe, Sharon Subject Property

Homeowner, Joe * = Required
Street Address 1001 Fraousl Aus il Washinatnn
State = DC REO: [7] Purch Price * 200000
MSA * District 4f Columbia-Washington-Arington-Alexandria, DCJ/A-MD

5 Sect 8 (pur = y B

Bedrooms Units Zip Code

Co-Applicant Search
Census Tract (SSCCCTTTTTT} Lookup Market Value Land Price

Identify Clients

o Monthly Balance

- 1st Mort P &1 1000 500
J In-Process 2nd Mort P& 1

e Hazard & Ins. @

(&) Prospect Mortgage Ins. 4

© suspended Prop Taxes
HOA

[T] Guided Counseling (GPS) Other

[Tl New Client TOTAL 121 150000

Global Mode or—

i@ tep

Admin Menu

Logout

Legacy Clients

Buzilahls frr 276 Nave

Case Profile

NOTE: Only the fields marked by a red * are required to save the subject property.
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CounselorMax User Guide

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

and complete the closing agent information. Click ‘Save’ when complete.

@

CounselorMax

Client Demo 3

[CI Credco (New & Re-Issued Credit Reports)

Quick Client Search

Counselor, Jos
Doe, Jane

Doe, Sharon
Homeowner, Joe

Co-Applicant Search
Identify Clients

D Al

© In-Process

© Closed

@) Prospect

() Suspended

£ Guided Counseling (GPS)

[T New Client

Global Mode
@ e
Admin Menu

Logout
Legacy Clients

‘Available for 376 Days.

Sample Credit Report

Case Profile
[l Property Details (show)

[ViClosing Agent (show)

Closing Information
- = Required

Settlement Date
mm/ddiyyyy *

RIE Agent First Name

RIE Agent City

RE Agent Zip Code

RE Agent Phone

RIE Agent Street Address
RIE Agent State

RIE Agent Phone Areacode

Save

[[Loans/Programs (show)

[C] Download FNM File (show) new

9.4 Loans/Programs

Next, click on the Loans/Programs checkbox and complete the loan information. Click
‘Save’ when complete.

Client Demo 3

>

CounselorMax

Quick Client Search

Doe, Jane
Doe, Sharon
Homeowner, Jos

Co-Applicant Search
Identify Clients
DAl
©) In-Process
© Closed
@ Prospect
) suspended

[ Guided Counseling (GPS)

[ New Client

Global Mode
Admin Menu

Logout
Legacy Clients

Available for 376 Days.

Counselor, Joe
Demo, Client

[ Credco (New & Re-Issued Credit Reports)

Sample Credit Report

Case Profile
[[] Property Details (show)

[ Closing Agent (show)

iLoans/Programs (show)

Closing Information

Reason For Rejection

* = Required
Lender* Program Name *
Lender Referral Type —Select One— -
Rate * Term*
Lien Position * 1~ Loan Approved @ Ho

Lender Street Address

Lender State

Lender Phone Areacode

Lender City

Lender Zip Code

Lender Phone

[[1 Download FNM File (show) rew
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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.

oo | I T

Joe Homebuyer 3

[[1Credco (New & Re-Issued Credit Reports)
COUHSG/OFMHX Sample Credit Report

Quick Client Search

Case Profile
[C1Property Details (show)

Foreclosure, Frank

[C] Closing Agent (show)

"I Loans/Programs (show)

[¥| Download FNM File (show)

Co-Applicant Search

Identify Clients
@ all

() In-Process

@ Closed
Prospect

@ suspended

[ Guided Counseling (GPS)
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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.

Qutreach Counseling Resources | Reporting

User Manuals and Training!

&) Important Notices

CounselorMax

© CounselorMax Manuals and Resources
Quick Client Search

©) Search for Properties

Foreclosure, Frank
Homebuyer, Jane _
Homebuier; Joe ) Search for a HomeSteps home!

Co-Applicant Search

Identify Clients
@ Al

) Tn-Pracess

There are four radio buttons to choose from:

e Click on the Important Notices radio button to review notices from
CounselorMax relating to changes and updates on resources available.
@ @ Important Notices
CounselorMax
i . © CounselorMax Manuals and Resources
Quick Client Search
© Search for Properties
Foreclosure, Frank
:EEEEEY,E[; ;EEE ) Search for a HomeSteps home!
CounselorMax

Co—Anglcanl Search
Identify Clients

@ Al
(@ In-Process
) Closed
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e 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.

User Manuals and Training!

© Important Notices

CounselorMax

@ CounselorMax Manuals and Resources
Quick Client Search

© Search for Properties

Foreclosure, Frank
Homebuyer, Jane

Homebuyer, Joe ©) Search for a HomeSteps home!

CounselorMax

User Manuals and Training Material

Co-Applicant Search

Getti Started
Identify Clients etting Starte

Erequently Asked Questions (FAQs)

m,

:‘AH Setting-up CounselorMax
(L) In-Process User Manual
0 Closed Training Materials
@) Prospect
) Suspended Advanced Training
Advanced Settings
Foreclosure Prevention - GPS
- NFMC | Reporting Rules B
[ New client [T ———

e 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.

User Manuals and Training!

© Important Notices

CounselorMax

O CounselorMax Manuals and Resources
Quick Client Search

@ Search for Properties

Foreclosure, Frank
Homebuyer, Jane

Homebuyer, Joe ©) Search for a HomeSteps home!

Find 2 Home

State —Choose One— -
Co-Applicant Search Search Properties
Identify Clients
@ all
() In-Process

e 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
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client in the home buying process including a home mortgage calculator,
financing information, and information on finding a realtor.

Calendar Qutreach Intake Education Counseling Resources | Reporting
User Manuals and Training!

© Important Notices
CounselorMax

© CounselorMax Manuals and Resources
Quick Client Search

© Search for Properties
Foreclosure, Frank
Homebuyer, Jane _
Homebuﬁar: Joe @ Search for a HomeSteps home!

ot

HomeSteps
Asset Services

HomeSteps is a unit of Freddie Mac, and markets the company's foreclosure homes.
Each home is sold through a real estate agent.

For a list of our current homes for sale, please click on the link below:
Co-Applicant Search Home Search

Identify Clients Once you and your buyer find a home you like, please contact the listing agent for more details.
O©an For more information, you may call: 1-800-972-7555.

© In-Process

@ Closed

© Prospect
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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:

Global Mode @
Counse’OrMax Custom Reports [

Quick Client Search Select Standard reports:
HUD-9902 & NFMC
Counselor, Joe Select One:
gs:?ﬁg!e"'t ©) HUD 9902 @ YTD 9902 ©) Quarterly 3902 ) Quarterly CARS
Doe, John

Dioe, Sharon (Z) NFMC Report () NW Compliance Report

Homeowner, Joe
Scott, Michael

End Date 1/1/2010 mimvddiyy

Run YTD Interim Report Control Report

: Top 10 Reasons Why My 9902 Report is Wrong*
Co-Applicant Search ‘How Does the 9902 Work?"

2006-2008: Resolution Mapping

Identify Clients
@ Al

@) In-Process

@ Closed i
® Prospect Letters, Reminders, & Logs [

IR Down Load Clients & Cases

List of Deleted Clients

[ Rlemaar M limms

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
guarterly report set at the counselor’s discretion.
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Housing Counseling U.S. Department of Housing and Urban OME Approval Ha. 25020261
Agency Development (Exp. 3/2872009)

it Office of Housing
Activity Report Federal Housing Commissioner

Read the instructions and Public Reporting Statement on the back of this form.

1. Counseling Agency Name 2. Reporting Period and Budget

P Fi 3
Ag%‘eﬁﬁhﬂn‘%ﬂrks America el 10/1/2009

Your Mame: 202-555-1212 counselormax@nw.org L
fgency 1D i ate
Submitted: 9/30/2010

Bgency Tupe: [Total Annual Housing Counzeling Program Budget, All Sources:
Addresst 1325 G St NW Suite 800 i

Washington, DC 20005

Parent Agency Name (if applicable)

HUD-Funded Activity Rato:

fgency [0
Agency Type:
Counseling and Education
All Counseling and Activities Attributed 1o
Education Activities HUD Housing Counseling

Grant Funds

3. Ethnicity of Clients

a. Hispanic 1
b. Mot Hispanic 5 3
i Chose not to respond

Section 3 Total] G 4

4. Race of Clients

Single Race

ER american [ndianfalaskan Mative
b. Asian 3 1
= Black or African American
d. MNative Hawaiian or Other Pacific Islander
=B White 1 1
Multi-Race
f. Armerican Indian or alaska Mative ang White
3. Asian and White 1 q
h. Black or African American and White
i\ american Indian or alaska Mative and Black or African

American
j. Other multiple race 1 1
k. Chose not to respond

Section 4 Total: 6 4
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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.

Global Mode @
COU”SEIOrMax Custom Reports [

Quick Client Search Select Standard reports:
HUD-9902 & NFMC

Foreclosure, Frank

Homebuyer, Joe @ HUD 9902 ) ¥TD 9902 ) Quarterly 9902

) NFMC Report ) N Compliance Report

Year 2009-2010 « (End of Period Sept. 30)

[___Run Annual Report [ Control Report

‘Top 10 Reasons Wh ng'
Co-Applicant Search 'How Does the 9902 Work?'
2006-2008: Resolution Mapping

Identify Clients
D all

@) In-Process

) Closed

Prospect

() Suspended i
Letters, Reminders, & Logs [
Down Load Clients & Cases

[[] New Client
List of Deleted Clients

_ Global Mode

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:

HUD 9902 Control Report
10/1/2009 to 9/30/2010

Section 3: Ethnicity of Clients - All Clients
Client # Case # Name Ethnicity Service Case Date Resolution
12315 8353 Homeowner, Joe Asian & Hispanic Home Purchase 121772009 Suspended

Resolve Date HUD#

1242172009

Sub Total Hispanic (Sect. 3.a): 1

HUD#

12320 8354 Counselor, Joe Asian Mortgage Defaull/Early Delinguency 12/17/2009 Brought Mortgage Current 1262172009 ooooo1

12320 8354 Counselor, Joe Asian Education 12/17/2009 Other Workshop 1242172009 ooooot

12322 2352 Demo, Client White Non Hispanic Home Purchase 12/16/2009 Fulfilled 12421/2009

12290 2247 Doe Jane Asian Home Purchase 12110/2009 Mizsing

12328 2380 Doe, John American Indian/Alagkan & Black Mortgage Default/Early Delinquency 12/28/200% Missing

12284 8256 Doe, Sharon Other Multiple Race/Mon Hispanic Home Purchase 12110/2009 Missing

12327 8359 Scoft, Michael  White Non Hispanic Education 12/22/2009 Completed Financial Literacy Workshop 12/22/2009

Sub Total Non-Hispanic (Sect. 3.b): 7

TOTAL: 8

Section 4. Race of Clients - All Clients

Client # Case # Name Race Service Case Date Resolution Resolve Date

12320 8354 Counselor, Joe Asian Mortgage DefaultEarty Delinquency 12/17/2009 Brought Mortgage Current 12421/2009 9:53:00 PW 000001
12320 2354 Counselor, Joe Asian Education 12/17/2009 Other Workshop 12/21/2009 9:53:00 P 000001
12290 2247 Doe Jane Asian Home Purchase 12/10/2009 Missing

Sub Total Asian (Sect. 4.b): 3

12322 8352 Demo, Client White Non Hispanic Home Purchase 12/16/2009 Fulfilled

1242172009 9:53:00 PM
12327 2358  Scoft, Michael  White Non Hispanic Education 12/22/200% Completed Financial Literacy Workshop 12/22/200% 11:05:00 PM

Sub Total White (Sect. 4.a): 2

12315 2353 Homeowner, Joe Asian & Hispanic Home Purchase 1217/200% Suspended

12/21/200% §:53:00 PM

Sub Total White/Asian (Sect. 4.g): 1

12328 8380 Doe, John American Indian/Alaskan & Black Mortgage Default/Early Delinquency 12/28/200% Missing

Sub Total Black/Indian {Sect. 4.i): 1

12284 8256 Doe, Sharon Other Muttiple Race/Non Hispanic Home Purchase 121 0/200% Missing

Sub Total Other (Sect. 4.j): 1

NEMC 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.

Reportina |

Global Mode &
CounselorMax custom Rerorts L

Quick Client Search Select Standard reports:
HUD-9902 & NFMC
Counselor, Jos Select One: i
D Client - - . =
DE;":DJfanE'E” () HUD 9902 ) ¥TD 9902 () Quarterly 9902 (C) Quarterly CARS
Doe, John @) NFMC Report ) W Compliance Report

Doe, Sharon
Homeowner, Joe
Scott, Michael

Choose One:

Co-Applicant Search

Identify Clients

Month Jan ~ Year 2010 =

Grant Type @ All Case ) Download
Round 1 - Statuses Process
Select Grantor Arizona Department of Housing/Arizona Housing Finance Authority

m
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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.

NFMC Audit Report: Candidates for Download

For customer receiving foreclosure counseling between 1/1/2010 - 1/31/2010

Arizona Department of Housing/Arizona Housing Finance Authority

Wodify &360 Doe John Arizona Department of TUZ010 1172010 18 actions Level Level4a nia no
0 Arizena Housing Finance remaining 1

Modify 8380 Doe John 1M/2010 1172010 18 actions Level Level4a nia ne
remaining 2

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.

Global Mode ©
CounselorMax Custom Reports [

Quick Client Search Select Standard reports:
HUD-9902 & NFMC
Counselor, Joe Select One: i
Demo, Client
Doe, Jane _ HUD 9902 _/¥TD 9902 _ Quarterly 9902 _) Quarterly CARS
Doe, John @ i
Doe, Sharan _J) NFMC Report @ NW Compliance Report
Homeowner, Joe
Scott, Michael Choose One: L
@ All Case Statuses ) Download Process () Summary Download
By Counselor ---Select One--- - (optional)
FiscalYear ;. Figcal vear: 2009-2010 v
Quarter:
Co-Applicant Search
Identify Clients :
Sl Iy Reporting Rules i
® A
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Below is an example of a NW Compliance Report:

NW Audit Report: Candidates for Download

For customer receiving counseling between 10/1/2009 - 12/31/2009

Modify 8352 Demo Client MNew Home Buyer 12/16/2009 12M16/2009 4 actions remaining nia no

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:

alend: Qutreach Intake Counseling Resources Reporting |
@ Global Mode ©

COU”SEIOrMax Custom Reports

Quick Client Search Select the Source of Your Report
p— E—— All Fields
oreclosure, ran . .
‘ MeighborWorks® Compliance
Homebuyer, 1
omebuyer, loe NEMC
Saved Reports
Change i
Report Name =t Delete —
a B 8 [
Co-Applicant Search 2 % am E E
Z2 2009 Loan Closings Bl B
Identify Clients
@ Al Ty 2 AA Staff Case Load June "0 ] ]
'E'In-Process 2 AA Staff Case Load June '10 [l [l
@ Closed 22 Activity Loa Report 3rd quarter | m
© Prospect &2 Agency Status Report [} [}
L 2 Al Fields E E
2 Al Fields | [l
B Z All Fields ] [}
New Client
2 Al Fields | ]
. Global Mode 2 Al Fields [ ]
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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.

Colendar | Outrasch | Intake Resources [ETIONCON

(@  Global Mode @

CounselorMax  (ustom Reports

Quick Client Search

Counselor, Joe
Dema, Client
Doe, Jane

Doe, Sharen
Homeowner, Joe

Co-Applicant Search

Identify Clients
© all

-Process

@ Closed
© Prospect
© sSuspended

[T New Client

@ Hep

Admin Menu

Logout

Select the Source of Your Report

All Fields
NeighborWorks® Compliance

This is thf most comprehensive fource. It
includes defrresremirer==ieswe=wm loan data,
events, and case details. IMORTANT: This source

is huge. Please filter one or more fields.

[] saved Reports

Legacy Clients
Available for 376 Days.

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.

»

CounselorMax

Global Mode &

Custom Repoits

Quick Client Search

Counselor, Joe
Demo, Client
Doe, Jane

Doe, Sharon
Homeowner, Joe

Co-Applicant Search

Identify Clients
@ all

©) Prospect
) suspended

[[] New Client

Global Mode
@ bep
Admin Menu

Logout

Please Select the Fields You To Show in Your Report
{Note: Select Them in the Order You Want Them to Appear}

Ll Clicni:

[ cases

[l pemographics

[] co-applicants

[l co-Applicants - Edu
[ Education

[ Education series

[T Logs - Events - Classes
[ regs

[l Time spent - Clients
[l Time Spent - staff
[Tl workplans

[ credit

[ clasing Loans/Programs
[ closings

[C] subject Properties
[ Assets

[[] Liabilities

[l pependents

[ Employment

[Tl other Income

[l current Residences

= = [ SubmitQuery |

Legacy Clients
Available for 376 Days.

September 7, 2010

Chapter 11: Reporting

Page 133



CounselorMax User Guide

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.

®

CounselorMax

Quick Client Search

Counselor, Joe
Dema, Client
Doe, Jane

Doe, Sharon
Homeowner, Joe

Co-Applicant Search

Identify Clients
DAl

) In-Process

) Closed

() Prospect

(2 suspended

[C] New Client

:Z@ Help

Admin Menu

Logout

Legacy Clients
Available for 376 Days.

Global Mode @

Custom Reports

Please Selecl the Fields You To Show in Your Report
{Note: Select Them in the Order You Want Them to Appear)

[C clients
Cases

B
SS5M (Last 4 Nums) (=)
Resolution i

D Demographics

|:| Co-Applicants

[T] co-Applicants - Edu

["] education

[C] Education Series

D Logs - Events - Classes
|:| Logs

|:| Time Spent - Clients

[T Time Spent - Staff

|:| Wiorkplans

[Fcredit

D Closing LoansiPrograms
|:| Closings

|:| Subject Properties
[l assets

[ Liabilities

D Dependents

|:| Employment

[Tl other Income

[Tl current Residences

Client#
First Name
Last Name

m

<< Back ]

[ Submit Query

Reporting

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:

Global Mode &
CounselorMax Custom Reports

Quick Client Search Title: All Fields

@ Portrait (©) Landscape

L‘;:g'gj;: Frank Column Label Sort Group | Filter | Tabulate
Homebuyer, Joe Client # Client # - (=] [ -
First Name First Name - [} [l nia
Last Name Last Name - =] [} nia
[7] Display Totals/Sub Totals [7] save this Report
Show Report l I Export To Excel ]

Co-Applicant Search

Identify Clients
@ al

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.

Customn Report: All Fields G - B - = e - [ B - @~
NeighborWorks America
1325 G St NW
R Suite 800
12/21/2009 All Fields Washington, DC 20005
Client# First Name Last Name Case # Service Type Resolution
12284 Sharon Doe 5256 Home Purchase —
12290  Jane Doe 8247  Home Purchase —
12315 Joe Homeowner 8353 Home Purchase Suspended
12320 Joe Counselor 8354  Mortgage Default/Early Delinquency Brought Mortgage Current
12322 Client Demo 8352 Home Purchase Fulfilled
Done &P Internet | Protected Mode: On ¥@ v B 100% -
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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.

(  Global Mode @

CounselorMax Custom Reports [

Quick Client Search Select Standard reports:
HUD-9902 & NFMC [

Foreclosure, Frank
Homebuyer, Joe
Letters, Reminders, & Logs

Show All of Your Reminders

Print Batch Letters (Any Active)

Print Batch Letters (Your's: Canceled & Active)
View All of Your Client Logs

Down Load Clients & Cases

List of Deleted Clients

Co-Applicant Search

Identify Clients
© Al

) In-Process

© Closed
Prospect

@) Suspended
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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.

Global Mode &
CounselorMax Custom Reports [

Quick Client Search Select Standard reports:
HUD-9902 & NFMC
Counselor, Joe Select One:
Demao, Client
Doe, Jane -/ HUD 9902 _ YTD 9302 *) Quarterly 9902 ~) Quarterly CARS
Doe, John .
Dna: Sharen ! NFMC Report ! NW Compliance Report
Homeowner, Joe
Scott, Michael Top 10 Reasons Why My 9902 Report is Wrong'

‘How Does the 9902 Work?"
2006-2008: Resolution Mapping

Co-Applicant Search

Identify Clients

D All

~) In-Process

_) Closed
oee Letters, Reminders, & Logs [

Down Load Clients & Cases
List of Deleted Clients \

_) Prospect
_) Suspended

[] New Client

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).

Jane Honpebuyer+ 1

CounselorMax -~ -
Quick Client Search Case Data:
Homebuyer, Jane Service Required:
Foreclosure, Frank Service Type * ---Select One--- hd
Homebuyer, loe Custom Service Types in red will NOT be included in the 9902
HUD Activity
Caze Term Long Term (180+ days) -

Total Co-Apps *
(include spouse)

Referral Source * ---Select One or More--- .
Fress 'Cirl’ to select more than one Ad 5714710 [NwA) =1
Church Wi
City 20

n

[0 additionsi Fields

Co-Applicant Search Demoaqraphics:

Race * ---Select One--- -
Identify Clients Humber in Household * - veteran? []
D al - -
N Gender * ) Male () Female Foreign Born? D
© In-Process
- Head of Housenold? ] Housing Chaice Voucher? [
2 Closed
= [ acuitions! Fistds
) Prospect
) suspended .
Ethnicity ---Gelect One--- «
Age b
_ Birthdate (mm/ddiyyyy) ™
[C] New Client
Disabled? =
. Global Mode Disabled Dependent? [l
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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”.

@ Client Demo 3

CounselorMax Guidance & Planning Systerm (GPS) [ rew

Quick Client Search Client Log [
Albizu-Campos, Pedro Case Profile [T
Counselor, Joe

Derno Client

Doe, Jane Budget El

Doe, John

Doe, Sharon
Friedrich, Nietzche
homebuyer, john
Homeowner, Joe

Jean-Paul, Sartre Tools [T}
Martin, Ross

Scott, Michael _ G
Thompson, Creed Pre Quahfy g

Assign Counselor [

Co-Applicant Search Work Plan [T
Message from webpage

Identify Clients Case Resolution [
@ Al

l i, Welcome to the Guidance & Planning System

©) In-Process
@ Closed
Prospect
() Suspended

Guided Counseling (GPS)

[C] New Client

Global Mode
@ tep
Admin Menu

Logout

Legacy Clients
Mvailable for 343 Days.

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.

Calendar Qutreach Intake Education Counseling |

3 < e O
Max ] s 5 & =
. wk plan class appt 109 print

Guidance & Flanning System

[C] Add
Action

Complete| Avg Edit cancel
Date |Minutes|/[Complete|

Mo Work Flan exists for this client

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:

Calendar Qutreach Intake Education Counseling | Resources m

i T LY K-
Cq = - - ™~
Guidance & Planning System Joe Homebuyer wk plan class appt 10g print
Qu
Hdg Sorry, there are no work plan templates for this service type.
= To create one, go to the 'Work Plan Template Wizard® or,

click the "Admin Menu' link on the main page, click 'Counseling’.

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:

Calendar Qutreach Education Counseling |

W | 1 |
Max 7 P fg h =
Guidance & Flanning System Joe Hnmehuyer wk plan class appt log print

Please Select a Work Plan Template
for Home Purchase

@ NW New Home Buyer

NW Hew Home Buyer Down Payment Assistance
= Only

[oK]

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).

Calendar Qutreach Counseling | Resources

Max = 4 - B
C‘ i i |'< plan c‘l‘ﬂss ﬂ_: pt : H—
Guidance & Flanning System Joe Homebuyer oot 1og  print
Qu
*F': NW New Home Buyer
HY Save Work Plan
Include Action Rationale Cg‘:"“":;e
yes NW Supplemental Intake Data Intake
yes NW Supplemental Residence Data Intake
yes Class or C ing Appt Intake
yes Pre-qualify: Pull Credit Determine Affordability
Col yes Pre-qualify: Enter Liabilities Determine Affordability
yes Pre-qualify: Enter Income Determine Affordability
ldg yes Create Budget Determine Affordability
© yes Develop Goal(s) and Action Plan Client Work Plan
® Vi Document Property Information Closing
® yes Apply For Financing Implement Action Steps
® yes Close Dut & Resolution Resolve Case
©

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.

Intake Education Counseling |

C Max
‘ Guidance & Planning Systemn
L
s IEEY
Hd
@ Rationale
NW Suppfemental Intake Data Intake
Hd
MW Supplemental Residence Data Intake
Schedule Class or Counseling Appt Intake
Pre-gualify: Pull Credit Determine Affordability
Pre-qualify: Enter Liabilities Determine Affordability
Pre-qualify: Enter Income Determine A ffordability
C:() Create Budget Determine Affordability
1dd Develop Goal(s) and Action Plan Client Work Plan
© Document Property Information Closing
©
® Apply For Financing Implement Action Steps
® Close Out & Resolution Resolve Case
©

Joe Homebuyer

Function Outcome

Residence

(reminder)
Credit Report
Liabilities
Income
Budaget
Client Work Plan
Subject Property
Property & Finance

Resolution

Complete| Avg Bait [
Date Minutes|/[Complete =

Pending
Pending
Pending
Pending
Fending
Pending
Pending
Pending
Pending
Pending

Pending

% D

wk plan class

appt 10g

0000000000

00O0OOOOOOOO

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:

Calendar

Qutreach

Education

Counseling |

C Max
¢ Guidance & Planning System
ay
Hg
== Required Fields Must Be Filled-in
Hg
Employer*
Date End
(mmyiddyyyy)
Self Employed =
Co Bus Type*
s Mnthly Gross Income® g
[#]
(@] Address
B State
@]
@ Farm Waorker =

Joe Homebuyer

Employment Income

Date Start

(mmiddiyyyy)

Years In Profession

Title®

FPhone

{ )

Mnthly Net Income® g

City

Zip Code

W R

wk plan class appt 10 print

-

Other Income

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.

Guidsnecs & Plannin. g System

Action

NVY Supplemental Intake Data
NVY Supplemental Residence Data
Schedule Class or Counseling Appt
Pre—qualify: Pull Credit

Pre-qualify: Enter Liabilities
Pre—qualify: Enter Income

Create Budget

Develop Goalis) and Action Plan
Document Property Information
Apply For Financing

Close Out & Resolution

Unsuccessful: Dev Alt Housing Plan

e

Intake

Intake

Intake
Determine Affordability
Determine Affordability
Determine A ffordability
Determine Affordability

Client Work Plan
Closing
Implement Action Steps.
Resolve Case

Implement Action Steps

Client Demo

Auto Generate Work Flan

Function

Client Summary Complete
Residence Complete
(reminder}) Complete

Credit Report Complete
Liabilities Completed
Income Completed
Budget Completed

Client Work Plan
Subject Property
Property & Finance
Resolution

Client Vork Plan

wik plan

[ %]
T Ll
er =B -
class  appt Tog print

Ee@@

000660006
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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:

Education

Cq

Qu
Hd

=

Hif

S|

000308

5]

Max
Guidance & Planning System
Add

Action

MW Supplemental Intake Data

MW Supplemental Residence Data
Schedule Class or Counseling Appt
Pre-gualify: Pull Credit

Pre-gualify: Enter Liabiltiez
Pre-gualify: Enter Income

Create Budget

Develop Goal(z) and Action Plan
Document Property Information
Apply For Financing

Close Out & Resolution

.
Rationa
i

Intake]

Intake]

Intake]
Determing Afi
Determine A ff
Determing Afi
Determing Affi
Clignt Work
Closing
Implement A.ctif

Resolve O

€| - Webpage Dialog

on—

‘g‘ http://www.counselormax.com/HCPDemo/Counseling/WorkPlanEdit.asp?iClientlD=13847 &iCasell v|

Joe Homebuyer

Expected
Date

To Be
Completed

Date
Completed

Adtion
Action
Details

Rstionale

---Select One---

Cutcome

---- SELECT ONE ----

---- SELECT ONE ----

-

=
61912010 @

4

1

http:/fwww.counselormax.com/HCPDemo/Cour € Internet | Protected Mode: On

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

Calendar Intake Education Counseling |

an (%]
7 || =
M= “ 0 B[S
- Guidance & Planning System Stan Armstong23 wk planclass appt 109 print
u .
o [ Add [0 Print
. Vsubject] Vstar
5/7/2010 15 Appointment T23 Call re confirmation spp't
M oooam oo
AR
Ar|

Below are the screen displays for the three functions:

1. Example of the display when the Class icon is clicked

[ X
l Max 7 f:g h,' 4|=|F
Guidance & Planning System Client Demo whk plan 1 109 print
1 -
1 Start Date: End Date:
é [”] Filter Based on Service Types
; Title Day Date Location Seats Lang |Roster|Notify|Enroll|ittnd
j Post Purchase-FMHA [entire series) il el -
S
1 Refinancing Fri 2;%?],“::[5'_14]@[_” Natienal Harbor | Seats English E D D D
- . -
Fire safety Sun EQ%ﬁ}ﬂ_gupm Natienal Harbor | Seats English E D D D
Post Purchase Fri :;{?ézi:ﬁ_amplﬂ] :aartllj?)r;al Seats | English E D D D
i Financial Fitness-2010 1st Qir (entire series o|oo 3
5
Sat Eiguif]uulﬂ_‘_g-uupm} :;flmaven Seats English E D D D
= -
S ey [oar [ [ (2] ||
= -
Sat ﬁgséznijr.?_g-nnpm} Fsﬂacf“r-;\t:aven Seats English E ENafE]
= -
Sat ?12076'202:1’.?73:00':"‘} ;acfiﬁt:aven Seats English E D D D
Homebuyer Education Sat :;?3’34:'34:00”“ DHIC, Inc. Seats | English E ENafE]
| Financial Fitness Sat :ﬂﬁrm.z:oopm] ;a;fiﬁt}:raven Seats | English E D D D .
| Education 101-FF December [entire series O|oO|
. - - = = -
credit reporting Fri E;?E;i?.:_us:uupl.|} Natienal Harbor | Seats English E D D D i
Finanre 11 Fri [415204n Natinnal Harhnr | Seats | Frnlich =il T

September 7, 2010 Chapter 12: Introduction to the GPS Page 145



CounselorMax User Guide

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.

Guidancs & Plannin g System

Client Demo

Client Demo

December ~ 2009 -

Sun Mon Tue Wed Thr Fri Sat

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.

0

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.

OO coion | couneeing | Lo | Sespurces | Reporins |
Joe Homebuyer 3

CounselorMax “""™
- - _ TR oot |
Quick Client Search m
Homebuyer, Joe Case Data:
Foreclosure, Frank . .
Mortgage Default, Joe Service Required: |
Service Type Home Purchase -
Custom Service Types in red will NOT befincluded in the 5302
HUD Activity
Case Term Tong Term (LGB0t days) -
Total Co-Apps * 0

(include spouse)

Referral Source *
Press ‘Cirl" to select more than one

---Select One or More---
Ad 51410 (NWA)

m

Co-Applicant Search [ Additionat Fielos
Identify Clients Demoaraphics:
@ all Race * Asian & Hispanic -
® In-Process Number in Household * 4 - Veteran? [
) Closed Gender * @ Male ) Female Foreign Born? ]
©) Prospect Head of Household? [ Housing Choice Voucher? [|
©) Suspended [ additions! Figlds
Ethnicity -—-Select One—— -
[] New Client Age ]

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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e Household Annual Income

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

e Current Residence (status)

In addition, you need to enter the following NeighborWorks required fields if you have
the information:

e Veteran

e 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

Authaorization 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:
Calendar Outreach Intake Education Counseling |
a - B
Max = A =
Cl T B
Guidance & Planning System Joe Homebuyer whkplan class  appt 10g print
Qu
Hd Please Select a Work Plan Template
Fol for Home Purchase

M

@ MNW New Home Buyer

NW New Home Buyer Down Payment Assistance
only

(oK)

Col

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:

Max

Guidance & Plannig System

Include

yes
yes

Activn

HW Supplemental Intake Data

Service Type

Pre-qualifyz Pull Credit

Pre-qualify: Enter Liabilities
Pre-qualify: Enter Income

Create Budget

wk plan

Save Work Plan

|HW Supplemental Residence Data

Develop Goai(s) and Action Plan
Document Property Information

Apply For Financing

Cloac Out & Rcaolution
ful: Dev Alt H

ing Plan

Rativirale

Intake

Intake

Intake

Determine Afordabiity
Determine A*fordabiity
Determine Afordabiity
Determine A’fordabiity
Client Work Plan
Closing

Implement Action Steps
Rcedve Caso

Implenent Action Steps

Bl

i 0 W

class appt 10g
Daysto
Complete

o

print

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:

Max

[ Add

Pre-qualify: Pull Credit

Guidance & Planning System

Action
NW Supplemental Intake Data

MW Supplemental Residence Data

Schedule Class or Counseling Appt

Pre-gualify: Enter Liabilties

Pre-qualify: Enter Income

Create Budget

Develop Goal(s) and Action Plan

Document Property Information

Apply For Financing

Close Out & Resolution

Unsuccessful: Dev At Housing Plan

Auto Generate Work Plan

Rationale
Intake

Intake

Intake

Determine Affordability
Determine Affordability
Determine Affordability
Determine Affordability
Client Work Plan
Closing
Implement Action Steps
Resolve Case

Implement Action Steps

Client Summary
Residence
(reminder)

Credit Report

Liabilties

Income
Budget
Client Work Plan
Subject Property.
Property & Finance

Resolution

Client Work Plan

wk plan

& T W

class

Pending
Pending
Pending
Pending
Pending
Pending
Pending
Pending
Pending
Pending
Pending

Pending

appt 109

Complete| Avg
I T o e

Edit
mplete

00000000000

-
-

print

0000000600660
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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:

. , X!
Max = ! \-IJ -

A%
Guidance & Planning System wk plan  class appt print

D Add Auto Generate Work Plan
> 3 Complete| Avg Edit
N Supplemental Intake Data Intake Clie§ Summary Fending Q Q
Service Type Intake (reminder) Fending Q @

This takes you to the Client Summary form where the form displays (3) yes or no
guestions, 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:

4 (X ]
Max 22 Ll
M % ‘ -y | ‘HJ
Guidance & Plznning System wkplan class  appt tog print
[:l Add Ao Generste Work Plan
o Complete Avg Edit
NA Supplemental Intake Data Intake Client Summary 10/1312002 @
Szrvive Type Inlake Cerminder) Neww Hunee Owener, Full 104132008 1 @

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.

A -- Web Page Dialog @

~

Expected
Date

To Be
Completed

Date [
Completed 10/12/2008 ‘

Action

Action
Details

Rationale

Outcome Complete b J|

0% v
>

http:/fwww.counselormax.com/HCPDemo/Counseling/\ ‘ Internet

<

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:

4 [X]
Max ; £ fg '1 —
p o Sk ™
Guidance & Planning System wkplan cia appt log print
[ Add Auto Generate Work Plan
Action Rationale Gomplelo - K Cancel
Date /Complete
NW Supplemental Intake Data Intake Client Summary Pending O
Service Type Intake (remincler) Pending

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.

Max ; Q‘" m

Guidance & Planning System wk plan  class appt

Start Date: | End Date: [ Search by Date ]

[] Filter Based on Service Types

Title Day Date Location Seats Lang |Roster Notify Enroll ittnd
Series Test-October 08 (entire series) O 0|0
Test Thur |10/2/2008 Church Annex | Seats | English

(8:00AM-12:00PM) — | E’ O |00

Orientation! Fri |10/3/2008 Church Annex Seats English EI D D D
(5:00PM-6:00PM)

Homeownership, test Sun 10/12/2008 Test 10 Seats English EJ D D D
(6:00PM-8:00PM)

Homeownership, test Mon | 10/20:2008 Church Annex Seats English EI 0 0
(5:00PM-7:00PM) %

Get The Facts Workshop Sat 10/25/2008 Church Annex Seats English E [] D D
(9:00AM-11:00AM)

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:

A : [X]
Max > oy ' R
7 ~ -' '.‘4
Guidance & Planning System wk plan  class a 10g print
lient Calendar
[ Add futo Generste Work Flan Client Calenda

2 e = 'Complete Edit
Lliact Boodi = Lo

LA L dallctabe Dot lotal,
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This opens the client calendar form:

Tom Homebuyer

®_ i - .=Appt
October v 2008 ~ | oamg

® = Training

Sun Mon Tue Wed Thr Fri Sat
1 g 3 4

26 27 28 S f29 30 31

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

Click on the Add Event button:

P RS

Guidance & Planning System wk plan class appt 10g print

Tom Homebuyer Tuesday, October 21, 2008

%edd Event
iew All Staffs' Events for This Day

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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A ; (X}
e = W W
Gudance & Planning System wk plan  class appt 109 orint
Tom Homebuyer Tuesday, October 21, 2008
“Add Event
Type Staff Description Location Start (Date/Time) End (Date/Time)
lappt v | [0 A | Individual Intial | [office flio21200:0  [1o212008 | )
| ;* [+ v oo ew %5 v[o0 VIE™
K

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:

e o] 1

Max . ) : ' -

: > W o™

Guidance & Planning System wk plan class appt iog print

D Add Auto Generate Work Plan
P e Complete Edit
MW Supplemental Intake Data Intake Client Summary Complete 1071342008 O @
Service Type Intake (reminder) MNew Home Owner, Full  10/13/2008 Q ca
LIS it- (LR

N Supplemental Residence Data Intake Residﬁce Complete 10/12/2008 O @
Pre-gualify: Pull Credit Determine Afforcability Credit Report Complete 10/13/2008 Q Q
Pre-qualify: Enter Liabilties Determine Afforclability Liabilties Completed 10/13/2008 Q @
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Make sure you enter all of the required data fields:

wax N LY R

Guidance & Plannirg Syslem wi plan Cass appt print

Residence

*= Reguirsd
Street Address: 1 Main Street City: Somerville
State: MA Current Res: [ Zip Code: 02143
Residence Type * Rent v
Sect § rent = Colonias [ |
Census Tract ™ [
Corimn 3501.00
Housing Arrangement * | Rent v
Household Type * an adlt N “. =

Back tc Profle

I Sﬁve |

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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| FFIEC Main | Disclaimer | Privacy Policy | Contact Us | Search | FFIEC Census

Geocoding System

The FFIEC is under contractual agreement with Tele Atlas, its data source vendor for this system, which limits Internet users to ¢
address at a time and obtain the appropriate geocoding information. For batch geocoding, please contact Tele Atlas at InfoNAgotq
for ordering the data.

Reguirements: This system requires that you enter a street address along with either a city and state OR a zip code. The FFIEC weh
(wewwy. fliec.qov) is a public web site. In order to see this public weh site, you must configure your firewall systems properly to allow thi
seen byyour netwark. Therefore, you should set the appropriate parameters consistent with your firewall technology and security poli
safeguard your network environment. You may need the assistance of Infarmation Technology professionals trained to work with youq
telecommunicationsisecurity systems to configure the correct settings to enable the use of our web site while simultaneously protect
computer environment.

Yoar:

Street Address: |1 Main Street

o |
State: | v
Zip Code:

|  Search | Reset |
b

e Enter the street address and Zip Code for the client and the form will provide you
with the Census Tract:

SEFFIEC

| FFIEC Main | Disclaimer | Privacy Pelicy | ContactUs | Search |

Geocoding System

Geocode Search Result for 2008 HMDA/CRA Reporting

Street Address { MAIN ST ’ MSAMD Code \ 15764
City Name SOMERVILLE ’swe Code ’25
' State Abbreviation MA County Code ’ 017
Zip Code 02145 ’ Tract Code ’ N
N

MSAMD Name: CAMBRIDGE-NEWTON-FRAMINGHAM, MA
State Name: MASSACHUSETTS
e MIDDLESEX COUNTY
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Highlight and copy the “Tract Code” cell (Ctrl. + C), and paste it into the Census Tract
field in CounselorMax.

e 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.

e 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 alll
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:

2D ﬂ

Max ‘ £3 [‘(J -

7 - L -

Guidance & Planning System wk ]{b class appt 109 print

[ Add Auto Benerate Work Plan Back to Work Plan
Rationale Function Outcome Compiete i Cancel
Date /Complete

[ Supplemental Intake Data Intake Client Summary. Pending G @
Eervice Type Intake (reminder) Pending Q @
MY Supplemental Residence Data Intake Residence Pending Q @
i Dl " By " ik Dol =

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:

L= @
Service Type Intake (reminder) Pending Q @
NV Supplemental Residence Data Intake Residence Pending Q @
Pre-gualify: Pull Credit Determine Affordability Cre eport Pending Q @
Pre-gualify: Enter Liabilties Determine Affordability Liabilties Pending &) ﬂ
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This will take you to the main Credit form:

Max ; ¥

s

X

Y N
Suidance & Planning System wk plan  clas 1og print

7
]
)

Data Flite Login and Password
(required for credit reports)

Login *

Password *

First Time Login?
Hew User Guide

Change password

If you require assistance, please call:
(300) 423-1150

Click here to update this case's credit profile without pulling a credit report.

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.

aa . [X]
M -~ B 3 88

Guidance & Flanning System wk plan  class appt 1og print

Data Flite Login and Password
(required for credit reports)

Login * mylogin

Password * 0000000000

Eirst Time Login?
New User Guide

Change password
If vou require assistance. please call:
(800) 423-1150

-
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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.

Max a2 o
(7 BN
Guigsnoe & Planning System wk plan ciass appt oy print
[ GE‘C'Ed’lREPOIT [ Joint Client Paid In-Fuli? Otlo O yes
FirstName *  John

Lastllame *  Smith

Middie Name

Name Suffix |

Ssn- OTE: The SSN you ente oe saved in this person’s ‘Case Data'located in the Intake tab
Street Address 12 Main Street

City Boston State MA v
Zip Code 02110

[¥] Trans union [¥] equifax [¥] Experian

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”:

&] - Web Page Dialog @
- - N
John Smith 4/17/2008 o'
/2008
200g|
Adti I C ly pulled report.
zle
Outés Complete :,’E

|
http: //w. counselormax. com/HCPDemo/Counseling/WorkPlanEdit.as| |4 Internet Y
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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.

Max

Guidance & Planning System

[J Add

MW Supplemertal Intake Data
Service Type

N Supplemental Residence Data
Schedule Class or Counseling Appt
Pre-qualify; Pull Credit

Pre-gualify: Enter Liabilties

Pre-qualify; Enter Income

Auto Generate Work Plan

Rationale

Intake

Intake

Intake

Intake
Determine Affordabilty
Determine Affordability

Determine Affordability

Function
Client Summary
(reminder)
Residence
(reminder)
Credit Report
Lighilities

Income

&=

10g print

wk plan ciass

Pending
Pending
FPending
Pending
Pending
Pending

Pending

appt

Complete Edit Cancel
Date /Complete

000000
©000600606

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:

Max

Guidsnos & Flanning System

Victim of Predatory Lending [[]

Requirsd Fizk e Flle

Liabilty Type * [CrecitCare
Min Mnth Pymnt * 30

Acent Name * Visa

City Willmington

Zip Code |

s &=

wk plan class appt 109 print

Liabilities
3] Acent Number
Acent Balance 1000
Street 1Visa Way
State [ce [v]
Don't Use in Computations O

Paid Off At Case Resolution []

<>
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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.

Max : ,:“" fjg ! =
o0

3[3.-: = & Flaiii ng Systen wicplon  class appt
=

Liabilities @

Liabilty Type * Lozn [l  Acent dumber ERERRART

Nin Mrth Pymrt * 300 Acent 3alance 13000

Zip Code Dont Use in Cemputatione |

3 i
Victim of Przdatory Lendng I Paid O°f At Case Resoluton | vl

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:

ad (X]
Max P ‘ |ﬂ3 ' et
v a o O™
Guidsnce & Planning System wk plan class appt 109 print
H iliti Add Ne
Liabilities ot
Name Type Applicant / Co-App Min Pymnt Balance Edit Delete
Visa Credit Card Smith, John §30.00 §1.00000 @ Q
Total: $30.00 $1,000.00

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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@ -- Web Page Dialog
John Smith anriz008 @°

Adtion Betsils Entered all tems.

nttp: /fawm -om/HCPDemo/C @ Internet

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.

\ (X
v — - -y
Guidanos & Planning System wk plan class appt 109 print
Income @
Required Fields Must Be Fille
Other Income
{=-
Emplayer* Walmart thf “t,‘an — 01/01/2008
(mm/ddiyyyy)
Date. ,Enfj‘ ‘ Years In Profession |1
(mmiddiyyy)
Self Employed O Title*
Bus Type* Retail Phone (777 ()| 7777777
Mnthly Gross Income™ g 3000 Mnthly NetIncome™ g 2000
Address 1 Main Street City Medford
State Zip Code 02111
Farm Waorker

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:

(X
Max , < | e
~ B B
Guigsnos & Flanning System wk plan  class appt 109 print
Income -
R €d Ficlds Must Be Fille
; Other Income
{
! E o
i e Date Start
: Employer (mmiddfyyyy)
i Date End Mance o Denf
This displays the Other Income link:
[ X}

Max e Rs

Guidsnos & Flanning System wk plar lass appt g pri

Other Income @

a7 Fialis

Income Type® | Alimeny ~| WMnthlyIncome™ 400

Fill out all required fields and save. This will return you to the income summary form:

; a3 . [X]
Max 7 & ‘ —
p e R
3u donse & Flanning System wikplan Class  appt 100 print
Add Ne
Inccme ——
Company Aooicant/Co App Monthly Grose Montkly Net Edit Delste
Cividend Income Smith, 1217 $200.00 3220CC O Q
Valinia L Smiith, Ja 11 $3.300.00 $20000C | @ Q
lotal: £3,200.00 S2.200.00

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:
Calendar Qutreach Education Counseling | Resources

- ‘ X}
Max : : =
Ct : = S
Guidsnce & Flanning System Joe Homebuyer wk plan class appt 10g print
Qu 7] Add Auto Generate Work Plan
Hg
5 5 [Complete| Edit
Mg NW Supplemental Intake Data Intake Client Summary Pending 0 @
NW Supplemental Residence Data Intake Residence Pending 0 @
Schedule Class or Counseling Appt Intake (reminder) Pending 0 @
Pre-gualify: Pull Credit Determine Affordability Credit Report Pending 0 @
Pre-gualify: Enter Liabilties Determine Affordabilty Liabilties Pending 0 @
Pre-gualify: Enter Income Determine Affordabilty Income Pending Q Q
Col Create Budget Determine Affordability Budget Pending 0 Q
Idé Develop Goal(s) and Action Plan Client Work Plan Client Work Plan Pending 0 Q
=] Document Property Information Closing Subiject Property Pending 0 Q
=]
Apply For Financing Implement Action Steps  Property & Finance Pending 0 Q
=]
® Close Out & Resolution Resolve Case Resolution Pending 0 Q
=]

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.

September 7, 2010 Chapter 12: Introduction to the GPS Page 164



CounselorMax User Guide

Outreach Intake Education Counseling | Resources

Max ] | L5 “ +—)

Guidance & Planning System Joe Homebuyer wkplan class  appt 10g print

Please Choose a Budget Type for this Client

7 Standard Counselorhax
{Minimum budgst items)
s

_) Standard Hope — HLP
{Required for submissicns to Hope Loan Port — HLP)
view sample

7 Custom (For Your Crganization)

Ideg

[e)e)e]

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.

Calendar Outreach Intake Education Counseling | Resources m

Max ; S, o |
G = e X =
Guidance & Flanning System Joe Homebuyer wh plan class appt 1og print
ay :
Hd Incomg fucosts
= mploymen| $g
" Interest & Dividend 0
NetRental Income 0
Other Income 0
Withholding (0)
Net Income 50

Fixed Expenses
Auto 0

m

Child SupportAlimony 0
Credit Card Min Payments

Col
Credit Card Min Payments  [setsils 0
ldg Credit Collections 0
© Education 0
®
® Housing Payment 0
® Installment Loans
® Installment Loans  [zetsilz) 0
Insurance 0
Madiral n

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:

(@

Quick Client Search

Scott10, Michael -
Scott11, Michael
SCOTT12, MICHAEL
Scott13, Michael
Scottl4, Michael
SCOTT16, MICHAEL
Scott2, Michael
Scottd, Micheal
SCOTTS, MICHAEL
Scotté, Michael
Scott?, Michael
Scott8, Michael
Scottd, Michael

«

Co-Applicant Search

Identify Clients
Al
@ In-Process

@ Closed

® Prospect

) Suspended

[7] Guided Counseling (GPS)

[[] New Client

@

Quick Client Search

Scottl0, Michael -
Scottii, Michael
SCOTT12, MICHAEL
Scottl3, Michael
Scottld, Michael
SCOTT16, MICHAEL
Scott2, Michael
Scott4, Micheal
SCOTTS, MICHAEL
Scotts, Michael
Scott?, Michael
Scottd, Michael
Scottd, Michael

PR

Co-Applicant Search

Identify Clients
@ al

&) In-Process

Frank Sinatra (3
CounselOrMax Guidance & Planning System (GPS) [

Client Log [
Case Profile [

Budget
Create New

Resources

Income [upssts)
Employment
Overtime

Other Income
Withholding
Net Income

Fixed Expenses
Auto

Education

Calendar

Credit Collections

Housing Payment

Qutreach

Interest & Dividend
Met Rental Income

a

Child Support/Alimony 0
Credit Card Min Payments

Credit Card Min Payments  jgstzis) 0

o

a

o]

Intake

Frank Sinatra 3
CounselorMax Guidance & Planning System (GPS) [

Client Log [
Case Profile [

Budget
Create New

Resources

m

Income [uecsis)
Employment
Overtime
Interest & Divi
Met Rental Inct

Windows [nternet Explorer

[ = ]

p
[
Y proceed?

% You are about to transferred to this case's profile. Would you like to

oK

| [ canca

OtherIncome
Withholding
Net Income

Fixed Expenses
Auto

@ Closed
® Prospect
©) suspended

D Guided Counseling (GPS)

Child Support/Alimony
Credit Card Min Payments

Credit Card Min Payments  z=tsils) 0

Credit Collections

Education

0
()}
50

»
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Frank Sinatra O3
CounseIOrMax Guidance & Planning System (GPS) I

Client Log []

Scottl0, Michael
Scottll, Michael
SCOTT12, MICHAEL
Scottl3, Michael
Scottld, Michael
SCOTT16, MICHAEL
Scott2, Michael
Scottd, Micheal
SCOTTS, MICHAEL
Scott6, Michael
Scott?, Michael
Scottg, Michael
Scott3, Michael

Co-Applicant Search

Identify Clients
S al

(2 In-Process

@ Closed
‘:'Pruspec:t

© suspended

O Guided Counseling (GPS)

[C] New Client

4 [

Case Profile
© Frank siatra
Credic [subipop _JResidence | accecs ]
Summary -
*= Required
Date Start
Employer * mmiddiyyyy
=

Date End Years In

mmiddiyyyy Profession ™

Self *

Employed D Title

Bus Type *

Mnthly

Gross Mnthly th

- Income

Income

Phone

Address City

State - Choose One - ~ Zip Code

Entering client Fixed and Discretionary Expenses

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

Outreach

Calendar

Education

S— -

Max

ooo00a

]

Guidsnoe & Flanning System

Fixed Expenses

Auto

Child SupportiAlimany
Credit Card Min Payments
Credit Card Min Payments

Credit Collections
Education
Housing Payment

Installment Loans
Installment Loans  [getsiz)

Insurance
Medical
Savings
Tax

Utilities

Discretionary Expenses

Charity
Dining
Entertainment

Fond and Groreries

Joe Homebhuyer

(detilz

wk plan class appt 1og

=]

o o olo oo olo oo

2 ool o

B u ks

print

mn

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.

September 7, 2010

Chapter 12: Introduction to the GPS

Page 167



CounselorMax User Guide

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.

C

ay
Hg

Fo
M

5

0OEO06E

Bl @

Max

Guidsnce & Planning System

Credit Collections
Education

Housing Payment
Installment Loans
Instaliment Loans  (setsis)

Insurance
Medical
Savings
Tax
Utilities

Discretionary Expenses

Charity

Dining
Entertainment
Food and Groceries
Gifts

Household
Miscellaneous

Pet Expense

Public Transportation

Joe Homebuyer

Rental Property

Save

i

wk plan class appt

0
0
0

ol oo ool o

ol ol olo ool oo oo

10g

.=

-

print

m
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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:

Calendar Qutreach Intake Education Counseling |

Max = AR [ =
C‘ I-< plan c‘l‘ﬂg ;9 ggj print

Guidance & Planning System Joe Hnmehuyer
Qu

i Budget

Fol
Mg
Edit Budoet

View Budget

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:

Max

| Budget || Week 1 Week 2 Week 3 Week 4
Income

Employment 50

Overtime 0

Interest & Dividend 0

Met Rental Income 0

Other Income 0

Withholding (0)
Net Income 50

m

Fixed Expenses
Auto
Child Support/Alimony
Credit Card Min Payments
Credit Collections
Education
Housing Payment
Installment Loans
Insurance
Medical
Savings
Tax
Utilities
Discretionary Expenses
Charity
Dining
Entertainment
Food and Groceries

ife

coococoocococoooo

coocoo

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:

- http:{iwww.counselormax.com/HCPDev/Counseling/BudgetPrint.asp?iCaselD=6338 - Microsoft Internet Explorer, pro|

counselormax.com

5N Edit View Faworites Tools  Help
it

Mew Window Chrl+h DB @ suggestedSites = | Free Hotmail & Get More Add-ons ~ "l iGoogle | s Concur - ¢

Mew Session P
- Toos - @ @ 7
Open... Chrl+or ' 2o 9’ ey 3
Edit with Microsoft Office Word
Save As.. Max
Close Tab ChrH-
\ Budget [ we
Income
Employment %4000
send » Overtime 400
Interest & Dividend 75
Import and Expart... Net Rental Income 0
Properties Cther Inceme 300
Wark Offine Withholding {1,125)
Exil Net Income 3,650
it
Fixed Expenses
Auto 300
Child Support’Alimony 0
Credit Card Min Payments 200
Credit Collections [
Education 90
Housing Payment 1.200
Inctallment | nane 4nn

September 7, 2010 Chapter 12: Introduction to the GPS Page 170



CounselorMax User Guide

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:

~ ~
Create Budget Determine Affordability Budget Completed 10/13/2008 O O
Develop Goal(s) and Action Plan Client Work Plan Cliert Vork Plan Pending O o
Document Property Information Closing Subject Property Pending o Q

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

32 0
Max ; , =
7 5 2 &
Guidance & Planning Swstem wk plan fass appt tog prin
Street Address * 7 AptiUnit #
City * State * 2 v Zip Code *
MSA * ~-SELECT ONE -~ |
Census Tract * | ] 7‘ Lookup Lease Humber |
[ T
Property Type * | --—-Select One--- pact Land Ownership Type* | -—-Select One--- +
FEMA Relief Type ---Select One--- v # of Units * |1 EnergyStar Home* (¥ @n
Type of Unit* | -—-Select One——- v
Built off site* O
Purchase Price *
Rehab/Constr Costs + H/A Settlement Date
Closing Costs * 4
Other Costs * .|
Total Cash and Loans Required * = 0
Prope and Finance Summa

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?

Built off site*

Constr Type ---Select One--- | ¥ Mort Type* —--Select One--- ¥ | Land Type* ---Select One---
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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”:

Closing Costs * 4|
Other Costs * &+

Total Cash and Loans Required * =

I
o

—

Tpeortnt  |Rehabiitated N, | LeCnt 4o G
i} At - Inc in Price
Built off site*
Constr Type ---Select One--- ¥ Mort Type* | --Select One-—- ¥ | Land Type* ---Select One---
2 HWO
Purchase Price * P T O
Rehab/Constr Costs Settlement
*
4 Date

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:
Document Property Information Closing Subject Property Complete 10/13/2008 Q @
Apply For Financing Implement Action Steps Progeﬂ@ Finance Pending @ @
Close Out & Resolution Resolve Case Resolution Pending O @
Unsuccessful: Dev Alt Housing Plan Implement Action Steps Cliert Work Plan Pending Q @
This will open the Property and Finance summary form:
Max =2 ] ke
s B & =
Cuidance & Mlanning System k ol class apnt o0g nrin
Property Transaction Details: view fedit
Furchas= Frice (iIncluding constructior costs includad in parchase) $20Uu,Uu0.Lu
Rehab Constructicn Costs not included in purchase price FuU.LU
Closing Costs $2 UuU.Ly
Oher Costs $3,U0U. LU
TOTAL Transaction Amount $2U5,Uul. LU
Finance Transaction Details: Add: Lgar  Grant  Liquid Assets
Licn Company Type Status Monthhy Prot Hovioan '?(';':‘aﬂ Edit Delcte
Insurznce (=}
Property Tax [ )
H.OA, (&)
Oter (@]
TOTAL Monthly Payment (PITI) $0.00
TOTAL FUNDE AVAILAB_E (cash and borowing) $0.0C
Ovwver or (Short) to close transaction: ($205,000 00;
Vizsw Denied Loan Applications
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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:

Max < -
Guidance & Planning System wk plan ﬁs‘s % \loq m
Property Transaction Details:  icw/ea
Purchase Price (including construction costs included in purchase) $200,000.00
Rehab Construction Costs not included in purchase price $0.00
Closing Costs $2,000.00
Other Costs $3,000.00
TOTAL Transaction Amount $205,000.00
Finance Transaction Details: ... brant  Liquid Assets
Lien Company Type Status Hew Loan ?g:ta: Edit Delete
Insurance Q
Property Tax O
HOA. Q@
Other @
TOTAL Monthly Payment (PITI) $0.00
TOTAL FUNDS AVAILABLE (cash and borrowing) $0.00
Over or (Short) to close transaction: {$205,000.00)
View Denied Loan Applications

This opens the new Loan Form. Enter at least all of the required fields and click

113 S ”.
ave’.
S
Max = 2 5
ep =k 1" -
Guidance & Flannin g System wik pian ciass appt 1og print
Funder® [Firstiender Funding Type* | Private Lending Institution 3| Lien Position® Enml -
Address [[— Contact Name o
Address Phone City
Contact Fax State — e zip
Ernail ] Lender Type [———select One-— 3l
Paymert Type ——-Select One—— ~ Income Doc :———§elgc5 One-—— o~
Loan amt* 180000 Interest Rate* =] Term Type* | 30
Less Closing Costs Interest Only —
Net Loan amt = §190000 Morthly P1 1300 ]
Mtg Insurance Twee | None ~ | Morthiy M o
Fa A cpeemesswmmmmRmR 00 Ressonfor
Application Status = S Rejestion
Deferred Morths I Deferral Type __Select One-——  ~ Homeowpanshin Oy
Eligible for Sale to ~ = Nwo o>
NS Oy @~  Slcesn Oy @n ~
< >
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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.

- ., | "

Max ~ o B B =
Guidance & Planning System wk plan ciass appt og print

Property Transaction Details:  vicw/ea

Purchase Price (including construction costs included in purchase) $200,000.00

Rehab Construction Costs not included in purchase price $0.00

Closing Costs $2,000.00

Other Costs $3,000.00

TOTAL Transaction Amount $205,000.00

Finance Transaction Details: s o s uguidﬁsets
Amt of

Lien Company Type Status Monthly Pmt Hew Loan / Grant Edit Delete

1 First lender  Loan Approved $1,300.00 $190,000.00 O Q
Insurance Q
Property Tax Q
HOA. Q
Other Q

TOTAL Manthly Payment (PITI) $1,300.00

TOTAL FUNDS AVAILABLE (cash and borrowing) $190,000.00

Over or (Short) to close transaction: ($15,000.00)

View Denied Loan Applications

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”:

s LW

Guidance & Planning System wk plan  class appt 109 print

Grants

Required Fields Must Be Filled-in

Grantor® Clty DP Assistance Fund

Funding Type™ | Eﬁcovernment e

Address1 7 ‘ Contact Hame

Address2 i ‘ Phone i

City 7 Vi Fax =
State :7- - v Zip i B

Email 7 \ Funding Amt™ 5606

Grant Type v \ Less Costs \i

Status Type™ IP, p;qy ad ; ;z | Financial Self Sufficiency D

f"'ﬂvek

Backto List of Grants

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:

Assets
Required Fields Must Be Filled-in
Asset Type” Checking v | Accnt Humber ‘
Accnt Balance™ 10000 Accnt Name
Acent Co Street Acent Co City ‘
Accnt Co State Accnt Co Zip \
Amount for Transaction® | 10000 Financial Self Sufficiency
Status™ verified v
ig Backto List of Assets
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Notice that the financing summary no longer displays a remaining balance:

Property Transaction Details:  vicwseat
Purchase Price {including construction costs included in purchase) $200,000.00
Rehab Construction Costs not included in purchase price $0.00
Closing Costs $2,000.00
Other Costs $3,000.00
TOTAL Transaction Amount $205,000.00
Finance Transaction Details: s Losn oract  Liquid asssts
Lien Company Type Status  MonthiyPmt ?g:ta?nf Edit Delete
1 First lender Loan Approved  $1,30C.00 $190,000.00 Q Q
City DP Assistance Fund Grantor Approved $5,000.00 Q @
Checking  Verified $10,000.00 Q Q@
Insurance Q
Property Tax Q
HOA. Q
Other Q
TOTAL Monthly Payment (PITI) $1,30C.00
TOTAL FUNDS AVAILABLE (cash and borrowing) $205,000.00

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:

Cocument Propety Informeation Closing Subject Property Complete 10132008 Q @

Appy Fur Finznging Inplenenl Aciu Slzps Piupzrlv & Fianive Fending o

Clogs Cut & Resalulion Resolve Casze Resolution Pending o
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A -- Web Page Dialog B]

~
Expected [ 5
Date L J
To Be
Completed

Date [ -~
Completed 1l1Uf13f2008

Action

Action lil
Details

Rationale

Outcome } Complete ¥ |

Log]

< >

3

nttps: /. counselormax.net/Counseling/\MorkPlanEc Q Internet

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:

Apply For Finsncing Implement Action Steps Property & Finance Completa 10/M3/2002 Q @
Cluse Oul & Resuluiu 1 [Ecsuvt: Camz Resuulion ] 10013£2005 G @

You may see the following pop-up:

Microsoft Internet Explorer

WARNING: There are 2 Lnresolved items in this case Work Plan. Please click the 'GPS' or "Work Plan' check box in the

L3 'Counselirg' tab.
[ o |

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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Max

Guidance & Planning System

{Select ONLY when you want to finalize this case)

Case Resolutions for "Home Purchase" )
““““ CHOOSE ONE --—-- ¥ HUD Activity
————— CHOOSE ONE -----

Suspended
Entered Lease Purchase Pgm
Decided Not to Purchase

Other possible resolutions are:
o “Suspended” if the customer dropped out of the process.
o “Entered Lease Purchase Pgm” is self-explanatory.
o “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:

Max

Guidance & Planning System

This Home Purchase Case was Resolved on 10/13/2008 to ‘Fuifiiied’

To re-activate this case click the button below

Re-Activate this Cage ]

[

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.

Ronald Rehab &3

Contack

Case Data:

Service Required:
Service Type ™
Service Maj

Case Data |

Homeowner Services
---Select One---

b
- Phil l\iJe Incudiad hthe 2902

HUD Activity
Case Term

Total Co-Apps *
(inciude spouse)

Referral Source ™
Press 'Cirl to select maove than ane

|Home Pur
(Homeow

Credit and Budget
Drafault and Delinguency
Education
HEMAP &pplication

h

ne

Martgag
Pre-Closing One on Cne
Pre-Purchaze Cne on Cne

e Default/Early Delinquency

I:‘ Additional Flelds

Demographics:

D Actelitional Flelds

Rental Counseling
Seeking Shelter or Homeless Srucs

Race ™ ---Select Cne--- ~
Humber in Household * hd weteran® [

Gender * Omale O Female Foreign Born? [

Head of Household ? F Houzing Chaice Wousher? L

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 O 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:

e Veteran

e 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

1% 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:

Microsoft Internet Explorer g‘

! "_'. Saved SUccessfully!

4. You will then see a Auto Generate Work Plan screen:

A [X]
Max 3 ) =
= -
Guidance & Planning System Jane Homebuyer wkplan class  appt 10g print
D Add Auto Generate Work Plan

. . _ . _ Complete| Avg Edit _

Mo Work Plan exists for this client
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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:

az g (X
- 8o ks

: & i . J
Guidance & Flanning System Jane Hnmehuyer wk plan class appt 109 print

Please Select a Work Plan Template
for Homeowner Services

@ NW Rehab
NV Other Client Based Services
NV Refinance Non-Foreclosure

NV Reverse Mortgage

[0

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

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

l Save Work Plan ‘
Include Action Rationale e
Complete
yES HW Supplemental Intake Data Irtake
yes HW Supplemental Residence Data Intake
yes Schedule Class or Counseling Appit Iritzke
yes Pre-qualify: Pull Credit Determine Affordability
yes Document Financing Closing
yes Document Property Information Closing
yes Cloze Out & Resolution Reszolve Caze

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:

Max z i:g \'

Guidance & Flanning System wh plan CIHSS appt og | rint
1 Add Auto Generste Wiork Plan
Complete Edit

MWy Supplemental Intake Data Intake Cliert Surmmary: Pending

M Supplemental Residence Data Intake Eesidence Fending Q @
Schedule Class or Counseling Appt Intake (reminder) Pending G @
Pre-cqualify: Pull Credit Determine Affordshility Credit Report Pending 0 @
Document Financing Closing Finance Page Pending Q @
Document Property Information Closing Subject Property Fending Q @
Cloge Out & Resolution Rezalve Case Rezolution Pending Q @

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:

a2 . [X]
Max ; 6- _ ' -
: w ™
Guidance & Planning System wk plan class appt 1og print
D Add Auto Generste Work Plan

s Complete| Avg Edit

FPending

MW Supplemental Intake Data Irtake Clieg Summary i O Q
Service Type Intake (reminder) Pending O Q
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This takes you to the Client Summary form where the form displays three yes or no
guestions, 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:

Case Summary

Oy @n

1st Time home buyer *

Housing Choice Youcher? C‘y @"

Veteran? * Oy @n

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:

a [X]
Max g d e
? - ™
Fuidance & Flanning System wh plan class appt 1og print
[ Add fatto Generate YWork Plan
Action Rationale BT . ] iCancel
Date [Complete
Mt Supplemental Intske Data Intake Client Summary 001 3iz008 @
Service Type Intake (reminder) Mewy Home Orwener, Full - 10/13/2008 @

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:

M -- Web Page Dialog z]

-~

Cate
To Be
Completed

ate 104122005

Aotion

http A . counselor max.com/MHCPDemo/Counseling At a Internet
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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:

& W
pax = W
Guidanee & Flanning System whk plan class appt 10g print
1 Add St Generste Wiork Plan
S Complete Edit .
hhy Supplemental Intake Data Intake Client Surmmary Complete 10/13/2008 o @
Service Type Irtake [reminder]) Mewy Home Owener, Full 104352008 Q cb
T IIU”IIi:lliUI T

MW Supplemental Residence Data Intake Residﬁce Coimplate 10/13/2002 O @
Pre-uality: Pull Credit Determine Affordatility Credit Report Complete 1013272002 Q @
Pre-guality: Erter Liskilties Determine Affordakility Liahilitie=s Completed 0132008 Q @

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

Residence

*= Required

iChange if different from contact address

street Address: 90 Highland Ave. | <t |Somerville

State: Current Res: D Zip Code:

Residence Type * | D w |
Sect & ront ™ Colonias [ |
Census Tract ™ ‘

Lookup 99999

Housing Arrangement ™ |Hume owner w/ mortgage paid off + |

Household Type * | Single adult
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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.

e Current Residence: optional field.

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

e 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.

e 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.

e 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:

EXAMINATION COUNCIL

| FFIEC Main | Disclaimer | Privacy Policy | ContactUs | Search | FFIEC Census

Geocoding System

The FFIEC is under contractual agreement with Tele Atlas, its data source vendor for this system, which limits Internet users to
address at a time and obtain the appropriate geocoding information. For batch geocoding, please contact Tele Atlas at InfuNn@;l
for ordering the data.

Requirements: This systerm requires that you enter a street address along with either a city and state OR a zip code. The FFIEC web

(v fliec gov) is a public web site. In order to see this public web site, you must configure your firewall systems properly to allnwthi]
seen by your network. Therefare, you should set the appropriate parameters consistent with your firewall technology and security poli
safeguard your network environment. You may need the assistance of Information Technology professionals trained to work with you
telecammunications/security systems to configure the correct seftings to enable the use of our web site while simultaneously protectf
computer environment,

Year: 2008 +

Street Address: [1 Main Street

city: |
s 3
Zip Code: |02143 |

|  Search | Reset |
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e Enter the street address and Zip Code for the client and the form will provide you
with the Census Tract:

| FFIEC Main | Disclaimer | Privacy Policy | ContactUs | Search |

Geocoding System

Geocode Search Result for 2008 HMDA/CRA Reporting

Street Address 1 MAIN ST MSAMD Code 15764

City Name SOMERVILLE State Code 25

State Abbreviation MA County Code 017

Zip Code 02145 Tract Code 13501.00) N

MSAMD Name: CAMBRIDGE-NEWTON-FRAMINGHAM, MA
State Name: MASSACHUSETTS

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

e “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.

e “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:

|

Max Y E

g y

Guidance & Planning System wk plan  class appt 10g print

[ Add Pfuto Generste Work Plan
. Complete Edit

kY Supplemental Intake Data Intake Client Summary Complete 100162008 @
M Supplemental Residence Data Intake Rea%nce Fending e @
Schedule Clazs or Counseling Appt Intake (reminder) Fending e @
Pre-gualify: Pull Credit Determine Affordability Credit Report Pending e @
Document Financing Clozing Finance Page Fending e @
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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:

o] B
Max Z 2 : ) =
= § 3‘5 - -
Guidance & Planning System wk plan ¢l appt 10g print
[ Add fato Generste Work Plan
= Complete Edit
T T
My Supplemental Intake Data Intake Chert Summary Pending O @
Service Type Intake (reminder) Pending [ 1 m

This opens up the class schedule form:

W - @9

Guidance & Planning System wk plan  class appt

Start Date: | End Date: | ] Search by Date J

[J] Filter Based on Service Types

Title Day Date Location Seats Lang |Roster Notify|Enroll stnd
Series Test-October 08 (entire series) 000
Test Thur | 1042/2008 Church &nnex | Seats | English
(8:004M-12:00PM) i EJ O oo
Orientation! Fri 10/3/2008 Church Annex Seats English E EI l:l D
(5:00PM-6:00PM)
Homeownership, test Sun 101272008 Test 10 Seats English EJ 0O 0o
(6:00PM-8:00PM)
Homeownership, test Mon | 10/20/2008 Church Annex Seats English E 0 0O
(5:00PM-7:00PM)
Get The Facts Workshop Sat  10/25/2008 Church Annex Seats English EJ 0O 0o
(9:00AM-11:00AM)

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.

September 7, 2010 Chapter 12: Introduction to the GPS Page 187



CounselorMax User Guide

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:

Max fi%!ﬁ

Guidance & Planning System wh plan class print

[ Add e
futo Generste Work Fisn

e [Complete| Avg Edit :
Itk L T Eands o L2

This will open the client calendar form:

Ronald Rehab

® = Appt ® = appt
¥ =rtake %= hitg

October v | 2008 v |

P =policy "= Referrzl ™ =Training

® = whkshop ®=X¥Z

Sum Maon Tue e Thr Fri Sat
1 z 3 4
5 fi 7 g 9 10 11
1z 13 14 15 16 17 12

19 il bl ) it | 4 25
26 7 28 it a0

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

Max X EVYE.

I
Guidance & Planning System wk plan class appt 1og print

Ronald Rehab Thursday, October 23, 2008

[ Back to Calendar ]

%dd Event
iew All Staffs’' Events for This Day

You will see a screen display as shown below:

Ronald Rehab Thursday, October 23, 2008

[ Back to Calendar ]
] Add Event

Type Staff Description Location Start (Date/Time) End (Date/Time}
Appt % ||CCC o |||Rehab Info Session Office 1042352008 1042352008
fgv 4 (w00 v |PM v |5 v |00 v BN v

%J

[OView All Staffs' Events for This Day

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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A -- Web Page Dialog g

.Y

Date

To Be

Completed

[ at:

ae 10162008

Completed

Action

Action

Dretailz

Rationale

Outeome | Completed

; _
< »
Make sure the GPS reflects the item as complete.
|:| Add Austo Generste Work Plan
S Complete Edit ’

MW Supplemental Intake Data Irtake Client Summary Camplete 10/16/2002 e @
MY Supplemental Residence Data Intake Eesidence Complete 101642005 Q @
Schedule Class or Counszeling &ppt Intake l [reminder) Completed I 1062008 Q @
Pre-gualify: Pull Credit Determine Affordability Credit Report Pending Q @

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:

O o
Service Type Irtake (reminder Pending G @
M Supplemental Residence Data Intake Residence Fending Q @
Pre-qualify: Pull Credit Detarming Affordakilty Cre eport FPending G @
Pre-guality: Enter Liabilties Determine Affardability Lizhiltie=s Fending ﬂ @
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This takes you to the main Credit form:

i G nEE

Guidance & Planning System wk plan class appt 10g print

Data Flite Login and Password
(required for credit reports)

Login ™

Password ™
First Time Login?

Hew User Guide

Change password

If you require assistance, please call:
(800) 423-1150

Click here to update this case's credit profile without pulling a credit report.

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”.

max -~ es "

Buidanoes & Planning System wkplan class appt og print

Data Flite Login and Password
(required for credit reports)

Login® mylagin

Password * ssssssssnes

First Time Login?
New User Guide

Change password
If you require please call:
(800) 423-1150

=]

September 7, 2010 Chapter 12: Introduction to the GPS Page 191



CounselorMax User Guide

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.

GetCred\tREpm‘t

FirstName * .John

LastName™ | Smith

Middle Name

Hame Suffix [v

Street Address * 12 Main Street
City * Boston

Zip Code 02110

[¥] Trans Union Equifax Experian

ssi™ NOTE: The SSN you enter will be saved in this person’s Case Data’ located in the Infake’ tab

Al 1
S
wkplan class  appt 1og print
DJoml Client Paid In-Full? O No Oyes
Case Da G «
state MA v

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”:

&1 --Web Page Dialog

John Smith

= 2008
Acti
Action Details g coeasfully pulled report
Rati
. Complete e

Cutcome

QK
http: //r#w. counselormax.comHCPDemo,/Counseling/WarkPlanEdit. as) |4 Internet

=
an7i2008 @'
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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:

Documert Financing Closing Finance Page Fanding O @
Documert Property Information Closing Suhiect Propert Pending 0 @
Cloze Out & Resolution Resolve Caze Fesolufion Fanding O @

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

Street Address* |90 Highland Ave. AptUnit #

City Somerville State * Ma | v Zip Code * 02143
MSA * Middlesex County-Boston-Cambridge-Quincy, Ma-NH HUD Metro FMR A »

Census Tract * 95999 Lookup Lease Humber

Land Ownership

Property Type Sinagle Family A4 Types Fee simple hd
FEMA Relief Type ---Select One--- v | #of Units = 1 EnergyStar Home L
Type of Unit* Rehabilitated i

HWO Rehab/Const

Certificate of Completion

Rehab Amt+ § 20000 Date

Closing Costs a00
Other Costs 10000
Total Cash and Loans Required * =

Property and Finance Sumina @

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:

Document Financing Clasing FinUEce Paie Fending

Documert Property Informstion Clozing 18] (=Tw ol ] 11 7 Fending

)@ © |

Flmmm P @ Db e = PN R [ = J oo o
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This will open the Finance Page summary form:

Max

wk plan

ELE

Guidance & Planning System class appt 1og print
Property Transaction Details  .cv/ca
Rehah Amount $20,000.00
Closing costs $500 00
Other $10,000 00
TOTAL Transaction Amount $30,500.00
Finance Summary: Add:  Lgan  Grant  Liquid Assets
Lien Company Type Status Monthiy Pt Hew Loan ?g:taztf Edit Delete
TOTAL Grants & Assistance $0.00
Over or (Short) to close transaction: ($30,500.00)
Wiew Denied Loan Applications
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:
Property Transaction Details  .ic.em
Fehab Amount $20,000.00
Zlosing costs $200.00
Other $10,000.00
TOTAL Transaction Amaount $30,500.00
Finance Summary: Add: L\Tﬁg Grant  Liguid Assets
Lien Company Type Status Monthly Pmit Hew Loan ?g:tam Edit Delete
TOTAL Grants & Assistance $0.00

Over or (Short) to close transaction:
View Denied Loan Applications

($30,500.00)

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.

Property Transaction Details  .icv/ea

Rehab Amount $20,000.00
Closing costs $E00.00
Cther $10,000.00
TOTAL Transaction Armount $30,500.00

Finance Summary: Add:  Loan  Grant  Liguid Assets
aAmt of

Lien Company Type Status Monthly Pmt Hew Loan / Grant Edit Delete
2 MNHS Rehab Loan Fool Assistance / Loan Approved $0.00 $28,000.00 Q Q
TOTAL Grants & Assistance $28,000.00

QOwer or (Short) to close transaction: ($2,500.00)

Wiew Denied Loan Applications

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”.

Guidance & Planning System whk plan class appt 10

Assets
Required Fields Must Be Filled-in
Asset Type™ Checking % | Accnt Humber
Accnt Balance™ 5000 Accnt Hame
Accnt Co Street Accnt Co City
Accnt Co State Accnt Co Zip
Amount for Transaction™ |2500 Financial Self Sufficiency [ |

Status™ Verified v

ﬁ Backto List of Assets

print
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On the screen below, notice that the financing summary no longer displays a remaining
balance:

T AT & T TaTTTT S FSreTiT TETC T

Property Transaction Details  .co/em

Rehab Amaunt $20,000.00
Closing costs $500.00
Other $10,000.00
TOTAL Transaction Amount $30,500.00

Finance Summary: Add:  Lean  Grart  Liguid Assets
Amt of

Lien Company Type Status Monthhy Pt Hew Loan / Grant Edit Delete

2 MHS Fehab Loan Pool  Assistance f Loan Approved $0.00 $28,000.00 Q @
Checking Werified $2.500.00 Q @

TOTAL Grants & Assistance $30,500.00

Ovwver or (Short) to close transaction: $0.00

Wiew Denied Loan Applications

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:

Document Financing Cloging Finance Page Pending @ l Q
Documert Property Information Closing Subject Property Fending Q Q

When you are finished entering all financing go back to the GPS and mark the task as
completed:
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A -- Web Page Dialog g
Eed
[rate

To Be
Completed

D at
D etea | 10/1G2008

Action

Action
Detailz

Raticnale

Complete

Outeome

,

https: {fwwi counselormax. netfCounseingAarkPlanEc ﬁ Internet

]

4
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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:

Documernt Property Information Closing Subject Property Complete 10016/2002 Q @
Cloze Out & Rezolution Resolve Case Resolﬁ? n Fending Q 0

You may see the following pop-up screen:

Microsoft Internet Explorer

WWARNING:; There are 1 unresclved items in this case Work Flan, Please click the 'GFS' or "Work Flan' check box in the

L] Counseling' tab.

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:

Zuidance & Planning System

{Select ONLY when you want to finalize this case)

Caze Resolutions for "Homeowner Services"
Rowd, Home Equity/Home Improvement Loan | % | [V Hup adivity

————— CHOOSE OME -----

Counseled on HECM; Declined Mortgage
Referred to Other Agency
Ohtained a HECM

Rcwd, Home Eguity/Home Imp
Mortgage Refinanced

Sold House, Chose Alt. Housing Solution
Suspended

Revd, Consumer Loan (Unsecured)
Obtained a Mon-FHaA Reverse Mortgage
Complete Financial Mgt/Budget Counseling
Complete Home Maintenance Counseling
Counseled and Utilities Brought Current
Counseled/Referred for Legal Assistance

ted in the

rovement Loar

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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Homeowner Services: Case Resolved Successful
This Homeowner Services Case was Resolved on 10M6/2008 to "Revd. Home Fgquity/Home mprovertent Loan*
To re-activate this case clici the button below

[ Re-Activate this Case ]

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.

Joe Repair 3

B Contact Case Data

Case Data:

Service Required:
Service Type *
Service Map - Phil

Homeowner Services w

Custormn Senice Types In red wilf NOT he inciuded in the 9902

HUD Activity

Case Term

Total Co-Apps ™
{inciuwde sponse)

Referral Source ™
Fress 'Cird to select move than ane

D Additional Flelds

Demoaraphics:
Race *
Humber in Household *
Gender *

Head of Household?
D Actelitional Flelis

Ethnicity
Age
Birthdate {mm/ddinyy) ™

Disabled?

Dizsabled Dependent ?
Education

Marital Status

Long Term %

---Select One or More--- |
Agency
bank

Housing Authority ~

---Select Cne--- w
v veteran? [
O Ilale O Female Foreign Born? D

D Housing Choice Wioucher? D

---Select One--- W%

O
O
---Select One--- | %

---Select One--- b

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

Race

Gender
Birth date

Number in Household

Total Co-Apps (enter 0 if there are none)
Referral Source (you or your agency admin can customize the list of options)

Household Annual Income
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e County (the list will narrow down the available options based on the client’s
address)
e Current Residence (status)

In addition, you need to enter the following NeighborWorks required fields if you have
the information:

e Veteran

e 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

1% Time Home Buyer

Authaorization 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:

Microsoft Internet Explorer B‘

3 Saved SUccessfully!

4. You should then see the following screen to select the Type of Service you are
providing this client. See the following options:

g
]
x
«i‘#

n o s

Guidsnces & Flanning System Jane Homebuyer wik plan class appt 1og print

Please Select a Work Plan Template
for Homeowner Services

NWW Rehab
-] NWW Other Client Based Services
NV Refinance Non-Foreclosure

NW Reverse Mortgage

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:

Save Work Plan
_ _ Days to
Include Action Rationale
Complete
yes Client Project Data Cither Projects
Ves Close Out & Resolution Resolve Caze

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:

Max ; f‘g u.

Guidance & Planning System wik plan CHSS appt 1og | rint

|:| Add Puto Generste Work Plan
(Complete Edit
“mm& Complete
Cliert Project Data Other Projects Project Data Pending
Close Out & Rezolution Reszolve Caze Reszolution Fending 0 @

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:

bl TEY Y

y = -
Guidance & Planning System whk plan Class appt rog print
|:| Add Auto Generste Work Plan
g Complete Edit .
Client Project Diata Other Projects Pro'ﬁﬁ Diata Fending Q @
Close Out & Resolution Resolve Case Reszalution Pending O @

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:

Max =W

Guidance & Planning Systemn whk plan class appt 1og print

@ Other Client Based Services

Required Fields Must Be Filled-in

Service

Hame™ Emergency Home Repair Service Cost™ 1000

Start Dat

nmiddyyyy)  10/20/2008 e enryyy) 10/22/2008

?;:::e Ermergency Repair |+ Units™ 1

Service : . .

Deseription™ Fixed emergency plumbing problem for Joe Repalr.

< >
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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:

Max = Bow N

Guidanse & Planning System wk plan  class appt 1eg print

@ Other Client Based Services
Beqrler Elrs iR Fledin o orices

Service

Hame™ Emergency Home Repair Service Cost™ 1000

Start Date

@umivayyyyy | 10/20/2008 vt ) 10/22/2008

?:;gfe Emergency Repair Units™ 1

Service . . .

Deseription® Fixed emergency plumbing problem for Joe Repailr.
Source [ L Funding Funding [__— . 1
Hame™ Select One Y| amt=  § Type™ Select One 1

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:

Max

Guidance & Planning Systemn

—

Eg &{u {rueEing eolrd Sth“é rS(Eﬁee nﬁi %ds_élgl Senices

‘g

wkplan class

Other Client Based Services

Service
Hame™

Start Date
fiddiyyy)

Service
Type™
Service
Description™

|Emergency Home Repair |

10/20/2008

|Emergency Repair v |

Service Cost™

End Date
(i d vy}

Units™

W

appt 10 print

| *

Fixed emergency plumbing problem for Joe Repair.

rce
[

e |EMergency Fepair Loan Poal

Funding

b
Amt”™

$ i::ging NWO Loan Funds v

=" Save Funds

3

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:

Max

Guidance & Planning System

il

Eggl'{rroelgisq%Ifdgtwgrséﬁgnﬁl %%'é’& Services

e I

wih plan class appt 109 print

Other Client Based Services

Service
Hame™

Start Date
A Anay)

Service
Type™

Service
Description™

|Emergen|::y Home Repair |

10/20/2008

|Emergency Repair |

Service Cost™

End Date
et ame i AYY)

Units™

C—

Fixed emergency plunbing problem for Joe Repair.

Add New
Grantor Funding Amt Funding Type Edit Delete
Ermergency Repair Loan Pool MO Loan Funds Q @
Total:
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To add an additional financing record, click on the Add New button in the financing
section of the form:

Service

Type™ |Emergency Repair | ¥ Units™ I:l

Service
Description™

Fixed emergency plumbing problem for Joe Repair.

Add New
Grantor Funding &Amt Funding Type Edit Delete
Emergency Repair Loan Pool $50000  MWWO Loan Funds G Q

Total: $500.00

This adds a financing row and you can enter all the required fields and save it:

Max 3 RA

Guidance & Flanning System whk plan  Class appt log print

N Other Client Based Services
BRSSP BN RER HAEl cenvces

i:::;cf |Emergency Home Repair | Service Cost”
s, 0202008 | mavxe
?::;i:e |Emergency Repair |+ | Units™

Service
Description®™

Fixed emergency plumbing problem for Joe Repair.

rce - Funding Funding |[sempymemr=vrmm
e+ |Emergency Repair Grant Pool ¥ amt® $ Type™ WD Other

to List of Service Funding """ Bave Funds
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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:

Service

Description™ Fixed emergency plumbing problem for Jos Repalr.

Add New
Grantor Funding Amit Funding Type Edit Delete
Emergency Repair Loan Pool $500.00 MW Loan Funds Q @
Emergency Repair Grant Poal $50000  NWO Other Q ©
Total: $1.000.00

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:

Max -2 - o
S R
R Other Client Based Services -

Bedeirr S et ek KBEa0 semvices

i:::;? |Emergency Home Repair | Service Cost™

s, 00008 | o

?;::fe |Emergency Repair |+ | Units™ ’1—‘

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:

Max 5 S =
Guidance & Flanning System wh plan class appt g print
I:‘ Add Auto Generate YWork Plan
. ST . Complete| Avg Edit
Cliert Project Data Cther Projects Project Data Fending
Cloge Out & Resolution Resalve Caze Resalution Pending k
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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.

A -- Web Page Dialog g

[ate
To Be
Completed

Date
Completed 10/28,2003

CACIon ~limmt O

s

Action
Letails

Rationale

b utcome Complete
---Select One---
[0]%4

<

httgo /i counselor max. netfZounsaling A orkFlanEd ﬂ Internet

I

This returns you to the GPS form. Note that the task is now marked as “Complete”:

Max

Guidance & Flanning Systemn

[J Add

Auto Generate Work Flan
Rationale Function

Client Project Data Cther Projects

Close Out & Resolution Resolve Case

Project Data

Resolution

A [X]
s L &~
wh plan class appt og pl’il"ll
Complete Edit ’
Cotmplete 10/28/2008 @
Pending G @

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:

Max F
E -H
Guidance & Planning Swstem wk plan c|533 appt 100 print
D Add Auto Generate Work Plan
Complete Edit
Cliert Project Data Cther Projects Project Data Complete 1042572003

Cloze Out & Resolution Resolve Case [{]Tn Pending o @

You may see the following pop-up:

Microsoft Internet Explorer

WARNMING: There are 1 Unresclved items in this case Work Flan, Please click the 'GPS' or "Work Plan' check box in the

Ll ‘Counseling' tab.

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:

Max - q?-‘j [ X ]

Guidanees & Planning System

a

=1

whk plan  class appt 109 pri

(Select OMLY when you want to finalize this case)

Case Resolutions for "Homeowner Services"
————— CHOOSE OME ———-—- =

***** CHOOSE OME ————-

Counseled on HECM; Declined Mortgage
Referred to Other Agency

Obtained a HECM

‘Rcwd. Home Equity/Home Improvement Loan
Mortgage Refinanced k
Sold House, Chose Alt, Housing Solution
Suspended

Eocwd., Consumer Loan {Unsecured)
Obtained a Mon-FHA Reverse Mortgage
Complete Financial Mgt/Budget Counseling
Complete Home Maintenance Counseling
Counseled and WMilities Brought Current
Counseled/Referred for Legal Assistance

HUD Autivity
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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”.

‘A -- Web Page Dialog

[rate
To Be
Completed

[ate
Completed 10,28,2003

Action

Action
Detailz

Rationale

Completed b

Outcome |

N

< >

el

httgo: /Ao counselor m ax. netfZounsaling A orkFlanEdr ﬁ Internet

Note that the action item is now marked as “Completed” in the GPS:

. - |
Max 3 ] i:g —
3 -
Guidance & Planning System whk plan class appt 109 print
|:| Add Auto Generate Work Plan
Complete Edit
Client Project Data Cther Projects Project Data Complete A0/25/2008
Cloge Out & Resolution Reszalve Case Reszolution l Completed 1072272008 l e @

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.

ORI ireach | inise | Ecucstion | Gounseling | Loan | Resources | Reporin |
Student S50 &

CounselorMax [T sws Reminders
Quick Client Search Subject | Days | Edit [Dsiets [Done |
ok Prome sl - collsst sunject propary into (Framcis Fonsciosureso) - oo oA
Flan 112 =
Arm=trong, Stan Work  FPhone Saxigee? Creation - monihily workshee? (Francils Forechosunesl) - D D D
=rg - Sian 11z
ARMETRONG STAN . = . s e B -
e Waork  Fhone udge? Validation - review financlal indormation (Framcls ForeciosuneSil -
E::!L& -.].lr.‘,.' Fian - ' 12 ooano
D:;':" Dvid Azot ZDAY Dl Hamy I e nooeme 00T (HaTy Homemperss) - EmAE AT
Diorfman, Dawid =
forecios=, sally
Forzclosurs, Frank Zalect another =
Goldwyn-Mey=r, Metro Callandar July 2010 =appt
::Z‘HEEL"'EI, :]'I:r: B =0, Stwdent - = = oy -Traiming * 5
omebuysr, o=
Homebuyer, Iohn : — — r— — = = -
homeowner, Jo= Entire Calenddar For:
Jack=on, Marsha - Studant $50 - T =
Co-Applicant Search
2 = e T [ s =
Identify Clients | | ‘
oAl
" = o s = = "
2. In-Proce=s | | ‘
o Cllosed
- = = = = = =
*_. Prospect | ‘
. Suspended
= = ar = = = n ‘

[ Hew Client

Global Made

r

Admin Menu

coou

Legacy Clients
Borailabiz for 178 Days.
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Click on the Admin Menu link and the following Administration Page Menu screen will
appears:

CounselorMax

Administration Page
Menu

Manage My Data:
My Agency
CARS profile

Case Management
Counselors

Review and Sign-Off on Records
To-Date

Sign-up to Pull Credit Reporis
(click on New Client link)

NEMC Grantors

Legacy Clients
Available for 366 Days.

Customize Counseloridax:
Calendar
Counseling
Education
Intake
Loans & Funders
Outreach
Client Purpose
Misc
MEw Renew Account/ Add Seats

O Training Materials

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.

CounselorMax

All Cases
[Main Menu]

CARS profile
Required Fields Must Be Filled-in

Organization * NeighborWorks America

Contact Name * Your Mame Contact Phone *  202-555-1212
Contact EMail * counselormax@nw.org Street Address * 1325 G 5t NW
Street Address 2 Suite 300 City * Washington
State * DC - Zip Code ™ 20005

Neighborworks Americald 9939

Save Changes

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.

CounselorMax

CARS Profile
[Main Menu]

Required Fields Must Be Filled-in

HCSID* 12341

EIN {00-0000000) * 1496325874

Faith Based |
Colonias |

Migrfarm Worker |

Counseling Budget* ¢ 100000

HCS Password * TIIY]

Save Changes

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.

Case Management
Select any combination of the following:
[Main L]
A BCDEFGH JELMNOPQRSTUY WXTYZ
Client Status Fulfill=a -
And/Or,
HUD Activity yes
And/Or,
Date Case Crested - - T Ta: - - -
And/Cr,
Sernvice Type ---Salect Ore--- -
And/Cr,
Funding Source —--Smlmct Orme-- -
And/Or,
Educaticn/Outreach Service ---Sel=ct One--- -
And/Cr,
Case D
O,
Suspect Duplicates
O,
Missing "Percent of Ares Median Income’ (AM] %)

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:

CounselorMax

[Main Menu]

FUOH I IR L MM U PF S HS MY WE YL

Chent# |Czss £  Last Name  First Mame | Cass Crested | Resolution Date  Sarvics Typs Resolution | Cass Ststus | HUD £ HUD Activiby

(=
14085 | 10335 | Monnos Kavin THi210 TN Homea Punchasa | Fulfilied Fuifiiea 1 o

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.

CounselorMax

[Main Menu

Required Fields Must Be Filled-in

Kevin Monroe

Update Closing Information
Update Closing Loan Programs
Update Subject Property
Guidance & Flanning System [GF 5]

Dats Case Created * THizNe Resolution Date THIZNG

Sarvics Typs Reasolution - -

Racs™* w  Ethniety i tmaris -

age v 33N

Humber in Housshold * 2 Housshold™ Annusl Incoms 80000

Borrowsr Incoms [manthiy} Femals Head of Housshold? i

Education Hgn Eshestag - Disabled? =

Marital Status Married -

Gandar * B mas Fellma Currsnt Regidancs * - -
15t Tima Homs Buger? = 15t Ganerstion Homs Buyer? [

Totsl Co-apps * (Include spouss) q

County*

L Sauriydion Sy, 2

Resforral Sourcs *
Fress the Thri"bulion o
Salact more than ane source

Funding Sourcss

Frass the Tirl"bution £ 52lect more than ang source —Select One or Mo

Aszociated Bank

i »

—Select One or More— »
Ad 514/10 (NWA)
Church

=

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.

September 7, 2010

Chapter 13: Admin Menu Functions

Page 216



CounselorMax User Guide

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:

Hextpage>1 2 3

CounselorMax

Counselors and Other Users

[Main Menu]

First Name | Last Name Middle Hame | Initials | Title

Student 526
Student 827
Student 528
Student 529
Student 530
Student 531
Student 532
Student 833
Student 534
Student 535
Student 8§36
Student 837
Student 838
Student 539
Student 540
Student 54
Student 542
Student 543
Student 544
Student 545
Student 546

T

B T | L B e B T e B | B B B I

T26 Trainer
T27 Trainer
T28 Trainer
T29 Trainer
T30 Trainer
T Trainer
T32 Trainer
T33 Trainer
T34 Trainer
T35 Trainer
T36 Trainer
Ta7 Trainer
T38 Trainer
T39 Trainer
T40 Trainer
Ta Trainer
T42 Trainer
T43 Trainer
T44 Trainer
T45 Trainer
T46 Trainer

EMail
Email26@CMax.com

Email27@CMax.com
Email28@CMax.com
EmailZ¥@CMax.com
Email3N@C Max.com
Email31@CMax.com
Email32@CMax.com
Email33@CMax.com
Email3@CMax.com
Email35@CMax.com
Email3H@CMax.com
Email37@CMax.com
Email3&@CMax.com
Email3d@CMax.com
Emaid@mCMax.com
Emaild1@CMax.com
Email42@CMax.com
EmaildX@CMax.com
Emaild4@CMax.com
Emaild&@CMax.com
Emaild&@C Max.com

User Typel
CMax Adm

n

Edit | Delete

CMax Admin

CMax Admin

CMax Admin

CMax Admin

CMax Admin

CMax Admin

CMax Admin

CMax Admin

CMax Admin

CMax Admin

CMax Admin

CMax Admin

CMax Admin

CMax Admin

CMax Admin

CMax Admin

CMax Admin

CMax Admin

CMax Admin

CMax Admin

Nextpage=1 2 23

OoooooooDoDooDooooDmo o oo Q| @@
OoooooooooEoooom Do QG @E
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Add Counselors

Click on Add New button to add new counselors/users. When adding new users:

Use correct organizational e-mail

Fill out all fields

Double Check all entries (spelling, periods, letter case)

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

NS

The new users should promptly receive two emails with:

1. Theirlogin 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
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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.

CounselorMax

Counselors and Other Users

[Main Menu]

Required Fields Must Be Filled-in

WARNING: This form is intended to allow you to correct this Counselor's Profile.
Do not change the Counselor's name to a different person.

To add a new Counselor go back and click the "Add New' button.

First lame * Student Middle Name * T

Last Name * 526 Initials * T26

Title * Trainer EMail * Email26@CMax.com
User Type*  CMax Admin - HECM Certified [7]

+ Administrator = Access to all functions
# Assistant = Access limited to 'Calendar, 'Intake’, "Outreach’, and 'Education’ functions
# Counselor = Access to all functions except "Admin.' functions

Save Changes

Back to List of Users

NOTE: Itis 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.
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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.

CounselorMax

Sign-Off
Review the Following Repors
Main Menu

i) Suspect Duplicates

Or,
@ Missing 'Percent of Area Median Income' (AMI %)

Or,
@ Mismatched Case Resolutions

Show Report

Last Sign-off Date: 11/12/2009
Sign-off On All Cases Up To Today's Date
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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:

<

CorelLogic
Credco

Company Products & Services Become A Customer Partners

Thank you for choosing CorelLogic Credco as your
credit information provider through our strategic

partnership with EMT Applications, Inc.

We offer you fast, easy access to current and
complete merged credit information products:

Instant Merge® Report - sccess to credit
information from all three national bureaus.

Easy-to-read, merged reports eliminate duplicate

tradelines.

Merge Plus Report - clarification of up to 3 items

on Instant Merge Report.

Residential Mortgage Credit Report (RMCR) -

the mortgage industry standard.

Rapid ReCheck - ability to potentially affect
credit scores by expediting credit file updates

directly at the repository level in 48-72 hours.

Anthem Report - Our non-traditional credit

report exceeds secondary market requirements

while delivering the most cost-effective credit
reporting solution for clients with little or no

credit history.

ProScan TN - simnle and reliahle wav to verify

Enter the required data on the above screen to set up a Credco account.

@
CounselorMax

Required fields *

Company Information

* Company Name:

* Address:

* City:

* State: Click to Select
* Zip:

* Number of Users:

* Estimated Volume:

Primary Contact Information
* First Name:

* Last Name:

* Job Title:

Training

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.
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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.

[Main Memnu

CounselorMax
NFMC - Grants

HNFRIC Grantor

m
e
B

B

Arizona Department of Housing/Arizona Housing Finance Authority

California Housing Fimnance Agency

CATHOLIC CHARITIES USA

Centro Campesino Farmworker Center, Inc.

Community HousingWorks

Community Wentures Corporation

Community Ventures Corporation

Corporation to Develop Communities of Tampa

Delaware State Housing Authority

Family Services, Inc.

Ninois Housing Development Authority

Michigan State Housing Development Authority

Montana Board of Housing/Housing Division

Montana Board of Housing/Housing Division

HNATIONAL COUNCIL OF LA RAFA

HATIONAL FOUNDATION FOR CREDIT COUNSELING, INC.

Heighborhood Housing Services of New York City, Inc.

HNeighborhood Housing Services of Orange County, Inc.

HeighborWorks HomeOwnership Center Sacramento Region

HeighborWorks Waco

Hew Jersey Housing and Mortgage Finance Agency

Dak Hill Community Development Corp.

Pennsylvania Housing Fimance Agency

Richmond (CA) NHeighborhood Housing Services, Inc.

Salt Lake Neighborhood Housing Services, Inc.

San Juan Neighborhood Housing Services, Inc.

Springfield Neighborhood Housing Services, Inc.

The Unity Council

Washington State Housing Finance Commission

000@0ooeoEEoooeoooeeooEEnoomooos
DDDDDDDDDDDDDDDDDDDDDDDDDDDDD§
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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.

CounselorMax

Legacy Clients and Cases

MOTE: This is intended for legacy data - it will only be available for the next 153 Days.
Leagacy Clients
Legacy Cases

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:

CounselorMax

Legacy Clients
Main Menu

Required Fields Must Be Filled-in

First Name Last Name

Middle Name Name Suffix -

Street Address

City State -- Choose One -- =
Zip Code Home Phone

Work Phone Other Phone

Preferred Language Chinese - Sponsor MNone -
EMail Create Date Jan - 1 » 2009 =

Save
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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:

Calendar | Counseling Resources m
® Student S50 &€

CounselorMax [0 s Reminders
Quick Client Search [ suvjsct | sction | |Days | Eit [Dsists Joons|
ok Prone imeake - Collact Sunjact property Indo (Francis Foreciosuneso) - D D D e
s 182 =
Foreclosure, Frank Mok Front Sudge COSENON - MRS WIRGER: FraNCS Farsiosunesl) - O@E o
o lan
Goldwyn-Meyer, Malro . 5 v ) . _ P . )
:in:zw:nji:: ::: Fhone et Validation - review financlsl information (Francls ForsclosuneS) - D D D
M:_::- DL:S;i:-- Azt ZDAY  Call HaTy S0 et INSome oo Ay Homereres0) . /=l
Salact another
Catendsr Iure 2010 SE5
=0, Stud=nt - ~ = - T=mip "oTrammma " = workshop
[Entirs Calsndar For: — Mo o i (1% Em S
Student £50 ' E 3 4 )
Co-Applicant Search ‘
L] T a = " " b
Identify Clients | ‘
oA
o - -3 - w = =
=i In-Proce=s | | ‘
Z: Close=d
E T = a = = =
.. Pro=mpact | ‘ ‘
i Suspended
Fd = = =n ‘
[[] Mew Client
Global Mode
8 _‘II
@D Helo

Admin Menu

Logout
SE R

Byailable for 193 Days.
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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.

CounselorMax

Administration Page
Menu

Manage My Data:
My Agency
CARS profile

Case Management
Counselors

Review and Sign-Off on Records
To-Date

Sign-up to Pull Credit Reports
(click on New Client link)

MEMC Grantors

Legacy Clients
Available for 366 Days.

Customize Counseloriax:
Calendar

Counseling

Education

Iniake

Loans & Funders

Outreach

Client Purpose

Misc

HEw  Renew Account / Add Seats

| Training Materials

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:

CounselorMax

Calendar
Administration Page

Event Types
Client Log Subjects

Client Log Actions
Reminder Actions
Custom Beminder | efters
REeminder Letters

Reminder Types

Main Menu

Event Types

When you click on the Event Types link, you will see the following:

CounselorMax

Administration
Calendar: Event Types

Workshop -

Edit Record ] I Create New ] I Delete]

[Main Menu]
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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:

r ‘,\
CounselorMax

Calendar: Event Types
' # Required

Evert Type * Workshep
Target Type Sont | =

Saw Chc(.:?:,-#-
hema That Are Aeady Avallable

Apot

Cal

Mig

Class

Traming

Workshop

Susbeg)

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.

CounselorMax

Administration
Calendar: Subjects

Seminar -

[ Edit Record ] Create New ] [Delete ]

[Main Menu]
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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

Administration
Calendar: Types

Emuail

[ Eammecord | [ Cremtemew | [Delee |

Main Menu

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.

CounselorMax

Administration
Reminder Actions

follow wp call to lender -

[ EdRRecord | [ Crestieew | [Dekse |
[Main Menu
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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.

CounselorMax

Administration
Misc: Letters

Pr= Purchase Workshop Reminde=r {Misc Events)

EdRRecord | [ Crestenew | [feiete |

[Main Menu

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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CounselorMax

Misc: Letters

== Required

Letter Title *

Missing documents ut
Letter Type *

Misc Events -
Include Logo?

Dyes. include logo

VWARNING: If you check this, please remember to upload your logo
Include Footer Images?

Dyes, include footer

Body *

beﬁr [Client autopopulated by system - do not erase] -

Please provide the missing information in order to complete the L
processing for your home improvement loan. They are the following: 3

<< [“|insert Event Details
-0

-bank statements
-2008 federal tax returns
-2008 W-2s 2

English -

Preview Letter

Save Changes

IListing

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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CounselorMax

Calendar: Appointment Reminder Letters
* = Required

Intro =

Appointment details will automatically be inserted here.___
Body =

Signature Block *

Language

English -

Save

Reminder Types

Adding Reminder Types supplement the existing options in the calendar reminder

section.
@

CounselorMax

Administration
Reminder Types

Follow up -

[ EdRRFecord | [ Crestehew | [Celee |

[Main Menu
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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:

CounselorMax

Administration Page
Menu

Msnage My Daia.

My Agency

CARS profile

Case Management

Counselors

Review and Sign-Off on Records
To-Date

Sign-up to Pull Credit Reports
[click on Mew Client link)

NFMC Grantors

Legscy Clients
Available for 178 Days.

Cugiomize Counszelomdsx.
Calendar
——

Counseling I
_—

September 7, 2010

Intake

Loans & Funders
Cutreach

Client Purpose
Misc

Renew Account/ Add Sests

B Training Materials

You should see the following links:
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CounselorMax

Counseling
Administration Page

Payments & Closing Cost

Closing Cosfs

Hazard Insurance

Property Tax

PreQual Signature Instructions

Budgets
Budget Selection
Customize Budget

Work Plan

Workplan Rationales

Workplan Actions

Workplan Quicomes

Waork Plan Signature Instructions

Profile ltems

Asset Types

Income Types
Liabilities
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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.

e 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:

CounselorMax

Administration
Counseling: Closing Costs

[EdR Recond =)
[Main Menu

From this screen, you can click on “Edit record” to edit any of the fees associated
with closing costs:

CounselorMax

Counseling: Closing Costs

* = Required

Credit Report Fee * 5 Title Ins Base Premium * 100
Title Ins Amt Per K * il Agent Attorney Base Premium*® 0
Agent Attorney Amt Peri(s 0 ‘Wire Transfer 15t TD * 20
Wire Transfer 2nd TD* 20 Office Fee * 175
Appraisal Fee * 400
S3ve Crnanges
Lisiing

e 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.

e 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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e 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:

§ CounselorMax

Counseling
Administration Page

Payments & Closing Cost

Closing Cosis

Hazard Insurance

Property Tax

PreCual Signature Instructions

Budgets

Budget Selection
Customize Budget

Work Plan
Workplan Raticnhales
Workplan Actions
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Next, click on the Budget Selection link. This displays the following form:

CounselorMax

Budget

Select One or More to Make Available to Your Conselors

Standard CounselorMax
(Minimum budget items)view
sample

Standard Hope — HLP
(Required for submissions to
Hope Loan Port — HLPjview
sample

Ccustom
(select or create budget
items for your organization)

u‘kj

Main Menu]

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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g CounselorMax

Counseling
Administration Page

Payments & Closing Cost

Closing Cosis

Hazard Insurance

Propery Tax

PreQual Signature Insiructions

Budgets

Budget Selection
Customize Budget

Work Plan

Workplan Rationales
Workplan Actions

CounselorMax

Budget

Select the buget items or categories and decide if you want to add more.

Budget Categoryiltem

AULD’ (add new item)
Auto Loan

Auto Tags/Inspection
Auto Repairs / Maint
Gasoline

Check Box if
Include
Discretionary

O

Parking / Tolls
Auto
Car Wash
Charity: (agd new item)
Church Donations
Other Gift/Donation
Child Suppori/Alimony: (agd new item)
Credit Card Min Payments item)
Credit Card
Credit Collections’ (add new tem
Debt Management Plan
IRS or other Taxes

Judgement
Credit Collections
Dining: (add new ter
Starbucks
Education. (agd new tem
School Fees/Books/Supplies

School Lunches
Tuition

September 7, 2010
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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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e 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.

e 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.

e 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:

Credit Card Min Payments: (add new tem
Credit Card

Credit Collections: (add new item
Debt Management Plan
IRS or other Taxes

Judgement

OooooOo 0O

Credit Collections
Dining: radd new item

Starbucks
Education: |

School FeesiBooks/Supplies
School Lunches
Tuition

Ooo0Oo0O0«~0O0«0000-«0d
Q]

OO0

Books f school supplies

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.

CounselorMax

Budget ltem Budget ltem (Spanish) Catagory Discretionary? Edit | Delete
Starbucks Dining | True HEEE

Car Wash | automovil Lavado | Auto | True O O

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.

CounselorMax

Course Resolutions
Required Fields Must Be Filled-in

Budget Item * Student Loans

Budget Item (Spanish) |Deuda Estudianti

Budget Catagory * Education w

Discretionary? 0
(leave blank for fixed)

Back o List of Custom Budget ltems
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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:

Liilities 1
Discretionary Expenses

Charity 1
Dining 1
Education

Student Loans 1
Food and Groceries 1
isifts

Birthday Gifts 0

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.

CounselorMax

Counseling
Administration Page

Payments & Closing Cost

Closing Costs

Hazard Insurance

Froperty Tax

FreQual Signature Instructions

Budpsts
Budget Categories
Budget ltems

Virork Pian
Workplan Rstionales
Workplan Actions

Workplan Outcomes
‘Wark Plan Signature Instructicns

FroTiE teme
Asset Types
Income Types
Lisbilities

RSN ks

As custom Work Plans are developed, the following corresponding items should be
considered.

e 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.

CounselorMax

Administration
Counseling: Work Plan Reasons

Brimng Cr=dit Scor= up -
[ EdRRzcard | [ Crestenew | [Detee |
Main Menu
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See below some existing Work Plan Reasons:

(@
CounselorMax

Counseling: Work Plan Reasons
*= Required

Workplan Resascon (Raticnale) *

rtems That ars drsady Avananis:
Front-end ratio exceeds the recommended "target”for this program.
Bad-end ratic exceeds the recommended "target”for this program

Duration of employment is below minimum program requirement
|Liquid sssets are below reserve requirement
|Liquid assets are below minimum contribution of "Bomowers own funds™

[Credit score is below the minimum for this program

Foreclosure too recent

Tax lien must be paid

Bankruptoy too recent

Too many "30 day lates” on the oredit report

Too many "50 day lates” on the oceditreport

|TDD many "20 day |ates” on the oreditreport

|0pen judgments exceed the cumulative max for this program

Mumber of commercial credit items below min

Frepare to submit lcan docs
Save Home HEMAP Appesls
Home Furchase

Save Home Conventicnal Loans
Tenant Rights

|Renta| Delinguent

|Tenant Ed

|5m.re Home FHA Insured Loans

e 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.
CounselorMax
Administration
Counseling: Work Plan Actions
1. =liminatz unecz=zsary spending 2 decrzase travel expendatures 3. reduce to one phone per house -

[ EdRFecord ] [ Cresiebew | [Dekée |

Main Menu
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e 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.

CounselorMax

Administration
Counseling: Work Plan Outcomes

1. Pull Credit Report 2. Review Report 3. Contact Bureaus (Pay off Credit Cards and outstanding debts) -

Edit Record ] [ Create New ] [ Delete ]

[Main Menu]

e 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.

CounselorMax

Administration
Counseling: Workplan Signature Instructions

Thiis plan must be complated to obtain funding -

[ EdRRecord | [ Crestehew | [DCeke |
Main Menu
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See below a listing of instructions already in existence in CounselorMax:

CounselorMax

Counseling: Workplan Signature Instructions

*= Required
Workplan Signature Instruction -
Language ---Sal=ct Ore--- -
Items That Are Areedy Avallabls:

This plan must be completed to ebtain funding

| have read and understand the above statement and
| understand that | am not cbligated to use servic
This must be completed before both parties live to

| will complete all task assigned to me.

| have read and understand the above statement

This plan must be completed before moving into th

| have read and understand the above statement and

| undesrstand this plan must be completed in crder

| will listen and follow all action plan steps as

| will adhere to this plan to meet the desired out

| have read and understand that the actions must b

| agree with suggested workplan.

| amready and willing to follow the workplan that
By signing this | agree to complete the tasks ina

| agree to adhere to this plan to the best of my a

| have read agree to terms.

Listing
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Profile Items

Finally under the Counseling category, the administrator can customize certain profile
items: Asset Types, Income Types and Liabilities.

CaunselorMax

Counseling
Administration Page

Peyments & Closing Cost

Clesing Costs

Hazard Insursnce

Broperty Tax

FreQusl Signature Instructions

Budgsts
Budget Categories
Budget ltems

Wik Plan

Workplan Raticnales

Workplan Actions

Workplan Qutcomes

Work Plan Signature Instructions

Profis items
Asset Types
Income Types
Liabilities

Kaln Mem]

e 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:

CounselorMax

Administration
Counseling: Liguid Asset Types

401k

[Eu:ll:ﬁ.&:::-r-:l ][ Crezie Mew ][::-elene]
Main Menu
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See below the existing Liquid Asset Types in CounselorMax:

(@

CounselorMax

Counssling: Liquid Asset Types
= Raguirad

Liqui Asmas Ty«

[ wmiue of Inmurance Palicy
[Emzie =

=

[z turas

4ok

Cie Svemsr Equiy
D, Funs

ora

Farams

mmrance
[Eawirgs Account
o

Aoy Barions

o RA
Resremen Funa
acc koo senings:
[Tt I
ioarer win Chase
r—

matTess funds
e

[Coties Can
Crrimamas Jar
ferecxirg

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.

®

CounselorMax

Administration
Counseling: Liability Types

| Unsecured loan - |
[ Edit Record ] [ Create New ] [ Delete ]
[Main Menu]
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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.

CounselorMax

Counseling: Liability Types

*=Required
Liability Type*

tteme That Ars Alreedy Avaliabls:
Credit Card
Lease
Lien
Judgement
Loan
Student Loan
Mortgage
Unsecured loan
1st Mortgage
2nd Mortgage
Line Of Credit
Property Taxes
Home Owners Insurance
Auto Loan
Land
Student Loan
Child Support
Installement Debt
Auto Loan
Meortgage
Perscnal Loan
Revolving Accounts

Alimony
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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.

CounselorMax

Administration Page
Menu

Mzsnasge My Dats:
My Agency

CARS profile

Case Management
Counselors

Review and Sign-Cff on Records
To-Date

Sign-up to Pull Credit Reports
[click on Mew Client link)
NFMC Grantors

Legacy Clients
Available for 178 Days.

Cuzstomize Counzselodax:

Calendar
—ouoseliog

Educaticn

HTLERE

Loans & Funders
Dutreach

Client Purpose
Misc

Renew Account/ Add Seats

B Training Materials
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See below the main screen under the Education link:

CounselorMax

Education
Administration Page

Initial Education Set Up: Edit /IDelete

* Class Locations - set up new class locations using Class Locations

the wizard Class Instructors

» Instructors - add instructors names to the system HUD 9902 Course Resolutions (req for 9902}

+ Courses & HUD 9902 resolutions - add a new course | courses

"fitle” & assign a 9902 resolution Single Classes
- - - Series Course
New Class Wizard single or series classes Series Classes
» Single Class Set Up - set up a class the begins and Default Notice Letters

ends.the same day _ Default Enrollment Reminder Letters
« Series Class Set Up - (multiple classes that make up

one course)

Custom Letters and Reminders
Custom Motice & Enroliment Letters

* = required field

Wain Menu

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.

e 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.

e 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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Class Wizard

CounselorMax

Education
Administration Page

Initial Education Set Up:

* Class Locations - set up new class locations using
the wizard

« Instructors - add instructors names to the system

* Courses & HUD 9902 resolutions - add a new course
"itle" & assign a 9802 resolution

New Class Wizard single or series classes

= Single Class Set Up - set up a class the begins and
ends the same day

» Series Class Set Up - (multiple classes that make up
one course)

* = required field

Edit /Delete

Class Locations
Class Insfructors

HUD 9902 Course Resolutions (req for 9902)

Courses

Single Classes

Series Course

Series Classes
Default Motice Letters
Default Enrollment Reminder L etters

Custom Letters and Reminders
Custom MNotice & Enrollment Letters

Main WMenu

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.

@

CounselorMax

Single Class

Status

> Step1 already exists:

Avoid Duplicates: View current list of single classes to see if the class

Step 2 Financial Literacy (Dec 10, 2009 - Spanish)
Fareclosure (Dec 10. 2009 - English)
Fareclosure Forensics (Dec 12, 2009 - English)
Fareclosure Prevention (Jan 5, 2010 - English)

Fareclosure Prevention Warkshops (Dec 25, 2009 - English)

Finished

Class
Exists

<4BACK

Enter Class

NEXT »

T

September 7, 2010
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o

CounselorMax

Single Class |

Required Fields Must Be Filled-in

Status Course Financial Literac -~
Step 1
Step 2 Start Date & Gal01/2010
Time "
End Time
Finished :nrn/dd’yyyygvﬂovAMv = 4 - 00 ~ PM -
Instructor = Bond. James - Location * Main Office -
Capacity = 20 Language * English -
Cl
gggﬁggp —Select One— - ngrsciinalor One. Student -
MNOTE: Classes that span more than one day should be made into separate class for
each day
--BACK NEXT »
CounselorMax
Class
Status
Step 1 Completed
Congratulations! You have successfully
Step 2
entered a new class class
> Finished Would you like to set up another class?

Yes

Mok return to

menu

September 7, 2010
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e 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 hew course series, click on
Create New button on the screen shown below:

CounselorMax

Administration
Education: Course Series

BECOME A NEW HOMEOWNMNER WORKSHOP BANH - Quarter 1 -
Edit Record ] [ Create Mew ] [ Delete ]
[Main Menu]

This brings up the course series setup screen. Complete all the required fields
and click on the Save button:

September 7, 2010
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CounselorMax
Education: Course Series
= Required
Course * ABCs of Homebuying ~ Series Title (ex. 'Oct'}) ™ |Hombuyers guide course serie:
Start Date End Date
L lnno . 123110
mm/dadiyyyy mm/da/yyyy
Language*  English v Outreach Sponsor Citibank -

Items That Are Already Available:
hbe March2010
Foreclosure March 2010 Series
Homebuyer Education 1 Principles of Homeownership
East Flatbush 8 Hour Home Buyer Education Class MarchSeries
Homebuyer Education 1 March
Money - Money - Money March
JefM"'s Foreclosure Seminar March
homebuyer ed by sharika 2010 Fin. Lit.
Homebuyer Education 1 Monday
Learning to use CounselorMax April Series
Financial Literacy Richmond April
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You should see the following screen with Saved Successfully! Message:

CounselorMax

Administration
Education: Course Series

Saved Successfully!

ABCs of Homebuying Hombuyers quide course series -
Edit Record ] [ Create New ] [ Delete ]
[Main Menu]

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:

CounselorMax

Education
Administration Page

Initial Education Set Up: Edit /Delete

* Class Locations - set up new class locations using Class Locations

the wizard Class Instructors

* Instructors - add instructors names to the system HUD 9902 Course Resolutions (req for 9902}

» Courses & HUD 9902 resolutions - add a new course Courses

"itle” & assign a 9902 resolution Single Classes

Series Course

Series Classes

Default Notice Letters

Default Enrollment Reminder Letters

New Class Wizard single or series classes

* Single Class Set Up - set up a class the begins and
ends the same day

« Series Class Set Up - (multiple classes that make up
one course)

Custom Letters and Reminders
Custom Motice & Enroliment Letters

* = required field

Iain Menu
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e Class Locations - Users with admin access can ‘Add’, ‘Edit’ or ‘Delete’
‘Locations’ where classes will be held.

e |nstructors - Users with admin access can ‘Add’, ‘Edit’ or ‘Delete’ ‘Instructors’
for classes to be held.

e HUD 9902 Course Resolutions - Users with admin access can ‘Edit’ or ‘Delete’
classes previously set with a corresponding HUD 9902 Resolution.

e 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’.

e 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.

e 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’. Itis
important to note that if the course is changed after students have been enrolled,
all students must be re-enrolled.

e 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.

e 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.

e 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

Misc: Letters

* = Required

Letter Title *
Wiz=ing documents

Letter Type *
Misc Events -

Include Logo?

Dyes, include logo
WARNING: If you check this, please remember to upload your logo

Include Footer Images?
D yes, include footer

Body *
Dear [Client autopopulated by system - do not erase] -

Pleaze provide the missing information in order to complete the A
processing for yvour home improvement loan. They are the following: =
bl D Insert Event Details
I
-bank statements
-2008 federal tax returns
-2008 W-2= &

English -

Preview Letter

Save Changes
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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.

CounselorMax

Administration Page
Menu

Mzsnasge My Dats:
My Agency

CARS profile

Case Management
Counselors

Review and Sign-Cff on Records
To-Date

Sign-up to Pull Credit Reports
[click on Mew Client link)
NFMC Grantors

Legacy Clients
Available for 178 Days.

Cuzstomize Counzselodax:

Calendar

Counseling

| Intake

Dutreach

Client Purpose
Misc

Renew Account/ Add Seats

B Training Materials

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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®

CounselorMax

Intake ltems
Administration Page

Dependent Types
Education Types

Ethnicity
Marital Status

Relationship to Applicant
Referral Types

Residence Types

Funding Sources (Lenders)

Iain Menu

e Dependent Types — This link allows you to customize the type of relationship the
dependent has to the case client.

@

CounselorMax

Administration
Intake: Dependent Types

Spouse -

Edit Record ] [ Create New ] [ Delete ]

[Main Menu]

Typically this will be a child or a non-working adult sharing the household.
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CounselorMax

Intake: Dependent Types
* = Required

Dependent Type *

Save

Items That Are Already Available:
Son
Daughter
Spouse
Granddaughter
Son
grandchild
Grandparents
parent
Domestic Partner
Parent
Foster Child
Daughter
Grandson

Listing
e 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.

CounselorMax

Administration
Education Types

High School -
Edit Record ] [ Create New ] [ Delete ]
[Main Menu]
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e Ethnicity — This link allows you to customize the sub-category of the HUD
designated ‘Race’ category.

CounselorMax

Administration
Qutreach: Ethnicity Types

Greek -

I Edit Record J I Create New I |_ DeleteJ

[Main Menu]

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”:

CounselorMax

Outreach: Ethnicity Types
* = Required

Ethnicity *

Save

ltems That Are Already Available:
Mexican
Puerto Rican
Hispanic
Non-Hispanic
Irish/ltalian
Maliseet Indian
Greek
Hmong
nonhuspanic

Listing

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.

e 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.

o Referral Types — You can use this link to customize the list of referral type - how
the client was sent to or located the agency.

e 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’.

e 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.

CounselorMax

Administration Page
Menu

Msnsge My Dsts:
My Agency

CARS profile
lanagement

d Sign-Off on Records

Sign-up to Pull Credit Reports
[click on New Client link)
MEMC Grantors

Legacy Clients

Available for 177 Days.

Cusztomize Counselomdax:
Calendar

Counseling

Educaticn

Loans & Funders
Luureach

Client Purpcse
Misc:

Renew Account/ Add Seats

[ Training Materials
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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:

CounselorMax

Loans
Administration Page

Landsrs
Lenders /Funders
Loan Term & Conditions
Lender Documents
Lender Cautions
Lender Referrals

M3In ke

e Lenders/Funders — are the group of financial institutions or other organizations
that the clients either have or seek to have a financial relationship with.

CounselorMax

Administration
Counseling: Lenders/Funding Sources

Szzociat=d Bank -

[(Edifecord | [ Cresiebew | [Deke |
Main Menu
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You can use this link to customize the groups. See below some Funding
Sources:

CounselorMax

Counseling: Lenders/Funding Sources

*= Required

Lender/Grantor Name *

Grantor A
{Funding Source Indicator)

ttems That Ars Mdready Avalisbia:
HUD Secticn 8
CHFA

HTF

CDBG
HOMESTARTS
RHSA

Citizens Bank

TD BankhMorth

RTHN

Wachovia Bank
oowen

hsbc

Local Government
Kentudky Bank
UsDA RCDI

Federal Home Loan Bank

e Loan Term & Conditions — this link allows the user to customize loan program
details such as Lender, Program Name, Term and Lien Position for programs.

CounselorMax

Administration
Counseling: | oan Programs Term & Conditions

Band of New Orzans (HAP)

[ Earfecord | [ Cresetiew | [Deie |
Main Menu
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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:

Counseling: Loan Programs Term & Conditions
*= Required
Lender * -=-Salact One--- + Frogram Mame *
Term* Lien Fesition* ---Selact One---
Mort Rate {Low) [ex .0045 = 45%] Mort Rate {High) [ex .0085 = 85%)]
Reg Cther Fees Other
Acoept Non-Traditional Credit =
ttems That &rs Alrsady Avalkabies -

Freddie Mac

Freddie Mac

Freddie Mac

Freddie Mac

Freddie Mac

Home Ownership Center

Freddie Mac

HPD

HPD

NHS

PHC

CDBG

bbbl bank

Bank of America
Bank of Mew Crleans
Saundra Bank

Bank of Mew Crleans

e Lender Documents — Below is the screen display for this link. This link is
currently not in use.

e Lender Cautions — this link provides a drop-down list of lenders but is currently
not customizable.

o Lender Referrals — this link provides a list of type of lender referrals and you can
customize the list.

CounselorMax

Administration
Loan: Lender Referral Types

MHP Sofl Second -

[ EdRFecard | [ CresteMew | [Ceke |

[Main Menu
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See below is the predefined list of the Lender Referral Type:

®
CounselorMax

Loan: Lender Referral Types

*= Required

Lender Referal Type*

Iemes That Are dresdy Avallabis:
Offers down payment assistance
Flexible ratios
Income Targeted
Mo PRI
High LTV
"FHA" Guidelines

MHP Soft Second

[Listing]
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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.

CounselorMax

Administration Page

Menu

Msnsge My Dais:

My Agency
-

CARS profile

Case Management

Counselors

Review snd Sign-0Off on Records

To-Date

Sign-up to Full Credit Reports

[click on Mew Client link}

NFMC Grantors
Legscy Clients

Awailable for 177 Days.

Customize Counselomds::

Calendar
Counseling
Educstion

Intske

Losns & Funders

Cutresch

I Client Purpose

Renew Account/ Add Seats

[ Training Materials

Below are the links under Outreach:

CounselorMax

Outreach
Administration Page

Client Purpose
Outreach Sponsors

Letters

NOTE: You must create Qutreach Purpose, Sponsor, and Programs
before creating an Qutreach Flyer

Outreach Purposes
Outreach Programs
Outreach Flyers

Main Menu

e 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.

CounselorMax
Administration
Client Purposes
Buying a Home -
(Eremn ) ((Creernen ) (ooe]
Main Menu

Click on Create New button and the following screen will appear:

CounselorMax

Client Purposes
*= Required

Purpose *

Save

Items That Are Already Available:
Homeownership

Home Buyer Education
Foreclosure Prevention
Financial Fitness Education
Buying a Home

Financial Education

Home Retention

post purchase
Rehabilitation

Tax Clinic

Education

Loan Modification

Chase Grant outreach
Reeducation

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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Global Mode &

CounselorMax Pistribute Outreach Material: (<low)

Quick Client Search

Mailing Labels (show) [

CounselorMax User Guide

Counseling

Loan

Armetrong, Stan A Add New Prospect ([low)
BARMSTRONG, STAN 3
Dfault, Cindy = i
Dimfawlt, Jom Reqmre:l I
Dizrfrman, Dawid
Dorfman, David = First Hams * Lagt Mame *
foreclose, sally =
Foreclosurs, Frank
GoldwymMeyer, Metro Ml Nams Neamss S -
Homebuysr, lan=
Homebuyer, Jo= Strast &
Jack=on, Marzha I Annrses
Monre=, Kevin -
Music, Debibiz - ciy* Stata ® Chooss One -
Co-Applicant Search
Zip Cods * Homs Phons |
Identify Clients
Vitork Phons I Other Phons |
Ly |
2 In-Proce=s Prafarrad Langusags Engli=h - JpOnE0r HNon= -
Clos=d
Emal PUrposa Non=
Y.\ Prospect -
Y.\ Suspendsd [ oo Mot Contact
Save
[[] Hew Client

Clab=l Bnd-

e OQutreach 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.
@

CounselorMax

Administration
Outreach Sponsors

Bamco Popular -

[ EdRRecord | [ CresleMew | [Delete |

Main Memnu

September 7, 2010 Page 267

Chapter 13: Admin Menu Functions



CounselorMax User Guide

Below is the Outreach screen display where the Sponsor field is utilized by
counselors when setting up new clients:

[ Catendsr JERLEERYl incake | Educstion | Counseling | Loan | Resources | Reporting |
@ Global Mode &

CO Un se !fo I Ma X Distribute Outreach Material: ({ow)

Quick Client Search Mailing Labels {(show) [
Ermstrong, Stan A Add New Prospect (Flow)
ARMSTRONG, STAN =3
D=fault, Cindy &= i
Di=fault, Jo= Required I
Dorfman, David
D:rl'iﬂ an, David - First Nams = Last Nams *
forzclozs, sally =
Foreclosurs, Frank
Goldwyn-Mey=r, Mato Middis Name HName Sufix -
Homebuyer, Jans=
Homebuyer, Jo= _ Strast *
Jack=on, Marsha Anress
M =, yim .
Music, Debibis - city* state * -- Choos= One - o
Co-Applicant Search
Zip Cods * Homs Phons |
Identify Clients
A Viork Phong I Other Phona
=t In-Prooess Prefamed Languags Engllish - EponGor None -
2 Clo==d
EMall =
*_% Prospect
2 Suspended [[] oo Mot Contact
] Hew Client

b=l Blm A~

e Letters can be created and customized to reflect the specifics of an event or
program and can be individualized to each recipient.

®
CounselorMax

Administration
Misc:Letters

Pr= Purcha=z= Work=hop Reminder {Misc Events)

[ EdRRecord | [ CrestaMew | [Delte |

Miain Menu

Admin users can click on Create New on the above screen to create a new letter
template as shown below:
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CounselorMax

Misc: Letters
*=Required

Letter Trtls *

Letter Typs *

---Smlmct Orme--- -

INCINgS Logo?

[ pes. Inciuds logo

VARNING: If you check this, please remember to upload your logo

Includs Footsr images?
[T yee. incaus tooter

Body *
Dea [ Clent autonooulzted by system - 0o notemss] F
Chines= -

Preview Letbar

Listing

e Outreach Purposes specify the desired impact from a created ‘Outreach Flyer’.

e OQutreach Programs refer to the summary of the details of an outreach
campaign.

e Outreach Flyers allows the user to create a flyer with specific details of an
upcoming event or program.
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Header *

Sub Header =

Body *

Footer *

Sub Footer *

Qutreach Title *

Language *

CounselorMax User Guide

CounselorMax
HCP Admin

Misc: Outreach Flyers
* = Required

De %ou Have a Friend or Family Member Facing Foreclosure

We can help you

Don't Be A Victim

We are a HUD certified agency that has been established in 1850 B.C

Call Us Nows

Don't Wait Ancther Minute

Foreclosure Workshop -
English -
Sample
Elvers [Listing

»

Chapter 13: Admin Menu Functions

September 7, 2010

Page 270



CounselorMax User Guide

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.

CounselorMax

Administration Page
Menu

Msnsge My Dsfs:

Iy Agency

CARS profile

Case Mansgement

Counselors

Review and Sign-Cff on Records
To-Date

Sign-up to Pull Credit Reports
[click on Mew Client link)

NFMC Grantors

Legacy Clients
Awvailable for 177 Days.

Customize Counselondsx:
Calendar

Counseling

Education

Intake

Losns & Funders
Cutreach

Client Purpose

s

Rensw Account/ 4dd Seats

K| Training Materisls

|| NOTE: Same as Client Purposes in Outreach. H
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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.

CounselorMax

Misc. ltems
Administration Page

Footer Images

Language

Lefters

Logo

Senvice TMQES

Besolution TEQE‘S

SUSQE‘HU Eeasons

Release Authorization Form

Projects
Project Service Types

Main Menu]

o Footer Images refers to images that can be uploaded that will appear at the
bottom of letters or flyers created in CounselorMax.

e Language refers to the language certain letters and flyers are created in.

NOTE: CounselorMax does not perform language translation. H

e Letters allows users to Create or Edit customized letters for outreach or follow
up.

e Logo allows the user to upload a graphic image file that will appear at the top of
letters or flyers created in CounselorMax.

e Service Types allows users to create additional Service Types outside of the
standard HUD recognized service types.
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CounselorMax

Administration
Misc: Service Paths

Foredlosure Workshop -

[(Eanmecor | [[Cresehew | (Dekie |
Main Menu

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.

CounselorMax

Misc: Service Paths
* = Required
IMPORTANT: Custom Services will NOT be included in the HUD 3302 Report
(If you would like assistance with this call Contact Help)

Service Type*

ftems That Are dlresdy Avallabs:
Home Purchase
Education
Meortgage Default’Early Delinquency
Rental Counseling
Seeking Shelter or Homeless Srvos
Homeowner Services
Short Sale
Pre Purchase
Roof Repair
Rehab
homeowner services
Foreclosure Wordshop
RED
Reverse Mortgage

reverse mortgage

Listing

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.

e 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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e Suspend Reasons allows users to create additional Reasons for a client file to
be suspended outside of the standard HUD recognized suspension reasons.

e 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.

e Projects refer to an agency’s ability to create and manage internal projects or
projects for NeighborWorks America.

e 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.

September 7, 2010 Chapter 13: Admin Menu Functions Page 274




CounselorMax User Guide

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.

Please Select a Work Plan Template
for Mortgage Default/Early Delinquency

(O Save Home Conventional Loans
O PUP: HEMAP Appeals & Other Representation
(O Save Home FHA Insured Loans

(O Community, Foreclosure Prevention Activities

@ Foreclosure Mitigation (NFIMC compliant)

) Diversion
(O Post Diversion Client Counseling

O Filing a Petition to Postpone

<
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Once the GPS is saved, you will see the HOPE Icon at the top right of the GPS:

Function

zignate Level
Grantor

'Y CN Intake
Intake

utherization

e i i

Test Bester wkplal hope [class  appt 10g print

enerate Work Plan Instructions

Ro s ks

A

|Complete| Avg Edit e
Date |Minutes|/Complete]
Panding o
ending 0

=
Fending
=
=

0000
00000

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.

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.

© NOoO A WN

Client First Name: Outreach

Client Last Name: Outreach

Client Address (all relevant fields): Outreach

Client SS#: Intake

Birth Date: Intake

All Foreclosure Property Address: GPS Property form

Borrower Income: Counseling Profile Income form or GPS Income Form
Employer Information (if employed): Counseling Profile Income form or GPS
Income Form

September 7, 2010  Appendix A: How to Use HOPE LoanPort™ Page 276



CounselorMax User Guide

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.htmil.

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:

Iy 69 =
AT KR K
ystem Test Bester wkplan hope class  appt  1og  print
HLP Questions -
Required Fields Must Be Filled-in
Export To Hope Loan Port

I believe that my situation is Short term * @ o Oes

Is your home your primary residence * @ o Oes

How is the property Occupied © —SelectOne— v

Are you having trouble paying your mortgage * @ o O Yes

Is the amount you owe equal to less Than §723,750 * @ne O yes

Did you get your current mortgage before Jan 2008 * @ne O yes

Have you received an offer on the property * @ o O Yes

Do you plan to keep your home * @ o O Yes

Have you received a foreclosure notice from an attorney * @ No O Yes

Is property damaged * @no Oves

Is the property listed for sale * @ o O Yes

How do you receive and pay the Real Estate Tax bill* @io Oves

Are the taxes current” @no Oves

Have you filed for bankruptey @ o O Yes

Is foreclosure sale scheduled * @no Oves -

At a minimum you must answer all of the required questions (red asterisks).
Next click on the Export to Hope Loan Port link:

"h &1 "
L R

lanning System Test Bester wk plan hope class appt log P

HLP Questions
Required Fields Must Be Filled-in /
Export To Hope foan Port
| believe that my situation is Short term * @no OYes /
Is your home your primary residence * @I‘ID OYes

How is the property Occupied ™ --Select Ong-- /
Are you having trouble paying your mortgage * @ No OYes b
, /‘they'mtyywe ey‘to\e hany ?SD/ ? Oy / / / /

This will take you to the submittal form:

September 7, 2010  Appendix A: How to Use HOPE LoanPort™



http://counselormax.com/Training/support.html

CounselorMax User Guide

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:

Mex 1Y LR E
n hope class appt rog print

HOPE Now Case Export

Instructions

Counselor ID:*

Primary Loan

Loan Number: * Mortgage Co- * | -- SELECT ONE -- v

Second Loan (optional)

Loan Number: Mortgage Co: | -- SELECT OME -- v

[ Review Sumission before uploading to HOPE NOW (uncheck to suomit)

5. If any required fields are missing you will see them listed in the return message

as below:
Max ; r .;1
Guidsnos & Flanning System Test Bester wk plan hope clE

HOPE Now Case Export

lF'rimar}.r Loan missing for this case l

Review yé’gr submission. correct missing values, and try again

6. If no fields are missing you will see a list of the fields that will be transmitted with
the corresponding values:
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Max ; I % ‘;
Guidance & Flanning System Test_1TestNFMC “kplan  hope E‘“}
HOPE Now Case Export /
[Submit your Eaiﬁ to HOPE Now -
HOPE Now Upload F
<
-
Borrower >
FirsiName Test p
LasiName 1TestNFMC
SSN 3333 {
Category Borrower 3
BirthDate 3/3/1956 P
HomePhone 111-222-3333 &
EmaillD 1
Addresst 4 ’j
s T @ _ e Chptcieel o # i et

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.

Max

Guidsnos & Planning System Test _1TestNF|\[
HOPE Now Case Export {
Failed to uploaded to HOPE Now (
CounselorSourcelD field contain invalid data ,
Review your Slem\SSlﬁn correct missing values, and tr\u’ again (
Y P P v

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.
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