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U.S. DEPARTMENT OF HOUSING AND URBAN DEVELOPMENT

WASHINGTON, DC  20410-8000
ASSISTANT SECRETARY FOR HOUSING-

FEDERAL HOUSING COMMISSIONER


May 1, 2006

MORTGAGEE LETTER 2006-08

TO:
ALL APPROVED MORTGAGEES


ALL APPROVED NONPROFIT AGENCIES


ALL STATE AND LOCAL HOUSING AGENCIES


ALL FHA ROSTER APPRAISERS


ALL FHA ROSTER INSPECTORS


ALL FHA ROSTER 203(k) CONSULTANTS


ALL HUD REGISTERED REAL ESTATE BROKERS

SUBJECT:  Announcement of the FHA Resource Center


This mortgagee letter announces the Federal Housing Administration's (FHA) new initiative to improve communications among FHA, its industry clients and the general public.  FHA and its four Homeownership Centers (HOCs) receive numerous inquiries and questions from the mortgage industry and the general public about its home mortgage insurance programs, processes and requirements.  Because of the many inquiries that are received, it is often difficult for the FHA to provide prompt and adequate responses to all inquiries.  Therefore, to help ensure prompt, accurate, and consistent responses to all inquiries, FHA has awarded a four-year contract to Electronic Consulting Services (ECS) of Fairfax, VA to create the national FHA Resource Center.  The FHA Resource Center will act as the first line of response for the majority of industry and public inquiries.  FHA believes that the FHA Resource Center will allow members of the industry and the general public to easily and directly communicate in the method they prefer (telephone, electronic mail, chat, fax, etc) with FHA, while improving the consistency and accuracy of the information FHA provides.


As of May 1, 2006, the FHA Resource Center will begin taking inquiries from members of the lending and housing industry.  The FHA Resource Center will be available by telephone from 8:00 AM to 8:00 PM, EDT, via a toll-free number, 800–CALLFHA (800-225-5342).  Electronic mail requests and on-line service requests can be placed 24 hours a day, seven days a week.  Electronic mail inquiries can be sent to hud@custhelp.com. 


While this new contract will handle most inquiries about FHA home mortgage insurance programs and requirements, inquiries related to the servicing of FHA-insured home mortgages will continue to be handled by the National Servicing Center.

Ensuring accurate, consistent responses

The Department has contracted with ECS to provide a state of the art call center facility to receive and respond to the majority of FHA’s 1.2 million annual inquiries.  The FHA Resource Center will utilize the latest technology to match up client questions with the correct answers, whether received by telephone, electronic mail, chat, or fax.  This technology includes an automated client management system to gather client information and an internet-based knowledge base tool that will become a searchable guide available for use by the industry and public to find answers to the most often asked questions.  HUD will monitor the FHA Resource Center operations to ensure that all inquiries are responded to appropriately.

 Inquiries from the Industry

FHA, through the FHA Resource Center, will provide general processing and policy information to any industry representative.  However, case specific discussions relative to underwriting policies will be held with only the Direct Endorsement (DE) underwriter.  FHA has long placed the responsibility for the underwriting with the DE underwriter and is now making this the standard operating procedure of the FHA Resource Center when providing case specific technical support.  Therefore, when other lender representatives contact the FHA Resource Center about underwriting issues, they will be referred back to their DE underwriter.  

CSRs in the FHA Resource Center will collect specific information from lender staff that will include the 10-digit lender identification number, CHUMS identification number (for underwriters, appraisers, inspectors and consultants), FHA case number, and appropriate contact information.  Similar information will be collected on all inquiries from appraisers, inspectors, consultants, etc.  Both client information and case specific information will be maintained.  Both the client information, or profile, and case specific data will be maintained within the FHA Resource Center client management system and will be available to the CSRs for all future inquiries.  This contact history will minimize the amount of information collected from industry clients on subsequent inquiries with the FHA Resource Center and will also enable CSRs to better understand HUD’s industry clients and their prior inquiries with the Department.

The FHA Resource Center will also assist industry individuals and groups that support FHA home mortgage insurance programs, such as real estate agents, housing counseling agencies, non-profit organizations, local government agencies, etc.  If direct HUD assistance is necessary for any inquiry, clients will be referred to the appropriate HOC. 

The Knowledge Base:  On-line support and information

On May 1, FHA will make the knowledge base available online to answer general and technical questions about underwriting, appraisal, and processing issues.  This information will be fully searchable and will include specific reference information.  The knowledge base will be accessible from the main HUD web site and will be available 24 hours a day, seven days a week

Access to the knowledge base will be made via a public web site (http://answers.hud.gov/).  Basic access to the knowledge base will be available to everyone.  In order for lenders and other members of the housing industry to access the full knowledge base, they will need to log in.  New users may log in by clicking on the “My Stuff” tab and then select the “Create New Account” button.  By completing the required information and selecting any of the “Industry” client types, the new user will be able to see all of the public knowledge base articles.  HUD will add articles to the knowledge base under a strict review process.  No information will be included until it has gone through a stringent verification process to ensure that the policy is consistent nationally and adheres to all existing documented policy.  From the answers.hud.gov site, users will also be able to initiate a chat session with a CSR in the FHA Resource Center (available June 1, 2006), as well as initiate an on-line service request, check the status of an ongoing service request, or review previously completed service requests.
Implementation schedule

As of May 1, 2006, the FHA Resource Center will begin accepting inquiries from members of the housing industry.  The FHA Resource Center will be available by telephone between the hours of 8:00 AM to 8:00 PM, EDT.  Electronic mail requests and on-line service requests can be placed 24 hours a day, seven days a week.  For telephone inquiries, the toll-free number will be (800)-CALLFHA (800-225-5342).   For electronic mail inquiries, the address is hud@custhelp.com.

FHA Support Centers

To avoid confusion regarding calls taken by the FHA Resource Center, the following is an overview of FHA resources and the types of inquiries.  Note:  the only new information on this list is the FHA Resource Center.

	Support Center
	Point of Contact
	Type of Inquiries

	FHA Resource Center
	Telephone:

(800) CALLFHA 

         (225-5342)
	Issues related to:

· the origination and underwriting of FHA-insured mortgages. 

· processing of FHA insurance endorsements 

· use of the FHA Connection system.

· complaints relative to interaction with the Department’s Management and Marketing (M&M) contractors.

	
	TDD/TTY Telephone:

(877) TDD2HUD

         (833-2483)
	

	
	Electronic Mail

hud@custhelp.com
	

	
	Online Support

http://answers.hud.gov/
	

	National Servicing Center (No change)
	(888) 297-8685
	Issues related to the servicing of FHA-insured Title II mortgages.

	Mortgage Insurance Premium Refund Center

(No change)
	(800) 697-6967
	Issues related to the processing of up-front mortgage insurance premium refunds.

	Title I Financial Operations Center

(No change)
	(800) 669-5152
	Issues related to the servicing of FHA-insured Title I mortgages.

	Marketing & Management

Contractors

(No change)
	For a list of contractors, visit: http://www.hud.gov/offices/hsg/sfh/reo/mm/mminfo.cfm
	Issues related to the marketing and maintenance of HUD-owned properties.



If you have any questions concerning this mortgagee letter, please contact Wanda Sampedro at 202-708-0614, ext. 2324.  

Sincerely,

Brian D. Montgomery

Assistant Secretary for Housing-



    Federal Housing Commissioner

www.hud.gov                espanol.hud.gov

