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Commitment, outreach & nonprofit resources

Regardless of our customers’ financial situation,
Chase Associates are here to help.  
We are committed to providing support as we discuss 
options going forward.



Commitment & Outreach
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 Since the crisis began, Chase has continuously added staff and facilities. Today, 
there are over 21,000 default servicing employees focused on helping customers. 

 Beginning in September our revised “single point of contact” approach assigns 
each modification customer to one of our 3,100 dedicated Customer Assistance 
Specialists who support customers who have asked for help throughout the 
process. The “single point of contact” approach provides:

● Customer Assistance Specialists easily accessible for customers who have 
asked for help to avoid foreclosure.

● Dedicated Customer Assistance Specialist assigned to assist each customer with 
any issues, escalations and questions throughout the process.

● Extensive Communication with customers to answer questions, discuss viable 
options, outline requirements for consideration, collect necessary paperwork and 
provide up to date status.  

 Opening of Chase Homeownership Centers in 82 geographic areas with the 
highest rates of payment delinquencies by providing face-to-face customer help –
a key element of our ongoing foreclosure prevention efforts.



Chase Homeownership Centers with 2011 Expansion
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• Customer meets one-on-one, with a Chase Customer Assistance Specialists 

• Opportunity for customer to talk about their mortgage options including lower 
payment, lower interest rate and other options to avoid foreclosure

• Customers attending the Exclusive Event
– 45+ days past due
– Customer may not yet be in process of getting help
– Customer may need to return financial documents or their final modification agreement

*With your clients’ permission, you can attend the one-on-one meeting with the 
Customer Assistance Specialist to ask any questions you may have about the 

status of your clients’ request.
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Chase Exclusive Events – multi-day outreach events for customers



Chase understands the value nonprofit counseling agencies provide working with 
homeowners.  The Chase Homeownership Preservation Office (HPO) was 
established in 2004 to proactively work with over 800 nonprofits, HUD-certified 
counselors, state housing agencies and Hardest Hit Fund program leads 
nationwide.  The HPO’s Customer Assistance Specialists serve as the nonprofit 
single point of contact to:

Manage customer accounts referred from the agencies via the Hope Now 
LoanPort as well as through our dedicated toll free number

Ensure agency cases are being properly addressed

 Assist with status reports of customer modification requests

Dedicated Underwriting team

Participate in Hope Now and co-operative outreach events to contact hard to   
assist customers

Support bilingual call centers that are available 8 AM– 9 PM ET, Monday-
Friday 7

Nonprofit Commitment



 Non-Profit Mortgage Assistance Summits

● Learn how to expedite customer mortgage 
modification requests

● Discuss the Chase approach to default mortgage 
with an expert panel including a Chase Customer 
Assistance Specialist, Underwriter and associates 
from Freddie Mac and Fannie Mae

● Meet one-on-one with a Chase Customer 
Assistance Specialist to discuss customer accounts 
and status

● Valuable information on completing financial 
document requirements and checking customer 
status

 A monthly e-newsletter dedicated to the 
needs and concerns specific to nonprofits.

 Coming Soon! Enhanced information on 
chase.com/myhomenfp with details about 
upcoming events, instructional video links 
for status and help with concerns and filing 
of accurate documentation.

Chase Nonprofit Resources
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Your client can find helpful information & status updates on chase.com
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Customer Assistance Specialist’s first name will be 
displayed along with a direct line where the customer 
can get help with any areas of confusion

Customers can access three different tabs:
1.Request Modification
2.Trial Modification
3.Final Modification

“Helpful Hints” provide the customer with additional mailing 
options, such as free FedEx shipping

The status of six key documents can be tracked on this 
page

*Customer Assistance Specialist will replace “Relationship 
Manager” on chase.com website



Help for those facing mortgage hardship



Expanded Military Commitment 

Veteran & Active Duty Servicemembers
 Reduction of interest rates for Servicemembers Civil Relief Act (SCRA) eligible customers. 

Mortgage interest rate is lowered to 4% while on active duty and for one year after. This rate is 
200 basis points lower than the 6% rate currently required by SCRA.

 Introduction of an enhanced modification program for all members of the military who have 
served on active duty after 9/11/01.  

 Lower interest rate on Chase-owned second mortgage of a military servicemember to 1% if we 
have modified their Chase-owned or Chase-serviced primary residential mortgage.

 Chase opened 6 military Chase Homeownership Centers in 2011 in cities near these large 
military bases:  Ft. Hood in TX; Naval Station Norfolk in VA; Ft. Bragg/Pope Air Force Base and 
Camp Lejeune in NC; Ft. Campbell in TN; and Joint Base Lewis-McChord in WA.

 Addition of staffing at all Chase Homeownership Centers with employees trained in SCRA, 
military issues and Chase special military programs. 

 Donation of 1,000 homes to military and veterans over the next five years through Chase’s 
nonprofit partners.

11



12

Home Affordable & Other Modifications

 Based on our experience, Chase has found that the key determinant of successful modifications is 
lowering a borrower’s monthly payments.

 Consistent with the Making Home Affordable Program, we measure affordability based on the 
borrower’s monthly first lien housing payment (principal, interest, tax, insurance and homeowner 
association dues) as a percentage of their gross monthly income.

 The Home Affordable Modification Program is one of the mortgage modification options available 
through the federal government’s Making Home Affordable Program.
● The goal of the Home Affordable Modification Program is to lower a customer’s mortgage payment to no more 

than 31% of his or her total pretax monthly income. After 5 years their payment may gradually increase. To 
qualify for the program, customer must:
— Be delinquent on their mortgage or facing imminent risk of default.
— Occupy the home as their primary residence.
— Have originated their mortgage on or before January 1, 2009, and the unpaid principal balance must be no 

more than $729,750 for one-unit properties.

 To help the growing number of customers who did not qualify for the Home Affordable 
Modification Program, we offer Chase’s own proprietary modification program, and programs 
offered by Fannie Mae, Freddie Mac, FHA and VA that offer expanded eligibility to customers who 
can commit to a lower, more affordable payment. 



Other Options to Help Customers Avoid Foreclosure
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 Re-Payment and Forbearance Plans - For borrowers who have experienced a short term 
financial hardship and need potentially up to 12 months to catch up.

 Unemployed Borrowers - It is our practice to provide short-term relief to unemployed 
homeowners while they look for work.  With the federal government, we’ve launched the Home 
Affordable Unemployment Program to help homeowners who have lost their jobs. 

 Option ARM - Conducted a series of proactive modification campaigns that offered high risk 
current customers a modification that converted their Option ARM to an amortizing loan at their 
current monthly payment.  As a result 26,348 borrowers have received permanent modifications

 Hardest Hit Fund (HHF) - Treasury created the Hardest Hit Fund to provide additional funds to 
18 designated states and Washington DC with high incidences of foreclosure. Funds are 
targeted for borrowers whose median income are less than 120-140% of the state average and 
are managed through the States’ Housing Agencies, which are responsible for the evaluation.

 Second Lien Payment Stress - As a part of Treasury’s Making Home Affordable Program and 
Chase’s programs, we’re providing homeowners with payment relief on home equity line and 
loan payments. 



Fast facts
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Chase by the Numbers  (January 2009 – December 31, 2011)

* Includes modifications, forbearance, short sales, payoffs, reinstatements, term extensions, deeds-in-
lieu/settlements, FNMA Home Saver.

Total Loans Serviced 7.9 million

60+ days Delinquency (MBA) 8.4%

Foreclosures Prevented* 751,040

Modifications Completed 437,253

Short Sales Completed 159,268

Ratio of Foreclosures Avoided/
Foreclosures Completed 2.5:1

Average Days Borrower is Delinquent
before Foreclosure Sale 420 days



Chase Community Revitalization Program (CCRP)
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 We donate or sell at a discount to local nonprofits Chase Real Estate Owned (REO) 
properties that have come back to us through foreclosure or deed-in-lieu.

 The nonprofits generally rehab the homes with local workers and sell the homes to 
low- or moderate-income buyers, creating another owner-occupied property in the 
neighborhood.

 2,765 transactions completed through December 31, 2011.

 For more information on CCRP, please call 1-866-803-9844 or e-mail 
chase.revitalization@chase.com



Modification process and communication flow
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HPO
Intake

Intake 
Review

Inquiry Status 
(No Docs Received)

Referral Status
(Some or All docs)

Inquiry Staff

Customer Assistance 
Specialist U/W

DECISION 
RENDERED

REO
AND
BANKRUPTCY

SHORT 
SALE AND
DEED IN

LIEU

Files that are in one of the above statuses are rerouted to be 
processed in areas specializing in files in that given situation.

Communicating 
with

Homeowner

Communicating 
with

Counseling Agency

Once a request for help is received a 
Customer Assistance Specialist is 
assigned to help you and the customer 
from start-to-finish.

Application & Modification Process



What to Expect

 At least one critical document (for example: pay stubs, 4506T-EZ, bank statement or the 
RMA) must be received in order to start the modification review process.

 All nonprofit assisted customers must submit in full order accurate, signed & dated
forms:

● 4506T-EZ
● Dodd-Frank Certification*
● Third Party Authorization

Important Note: Without this form, we can not provide nonprofits status updates

 Electronic confirmation within 48 hours when received via:
● Fax 
● HOPE LoanPort

 HOPE LoanPort submissions receive on-line status updates every 10 days.

 A dedicated underwriting team is in place to handle request for help submitted by 
nonprofit. 

*Not required for GSE serviced loans.
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Ports of Entry

Fax
1.866.320.6171

Mail
Chase Fulfillment Center
710 S. Ash St.,  Suite 200
MS-HPO-05
Glendale, CO 80246

Customer requests for mortgage assistance can be submitted several ways.

Phone
For Customers: 1.866.326.0086
For Non-profit Partners: 1.866.345.4676

Homeownership Center
Refer your client to a local Chase Homeownership Center  

Hope LoanPort
www.hopeloanportal.org
Registration and membership required
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Documentation



Required Documents

Required Documents Depending on Employment Status            
(one or all may apply)

Wage Earner – 2 Paystubs documenting the most recent 30 days, reflecting 
YTD earnings and recipient identifying information.

Wage Earner- All pages of 2 most recent statements for all Assets listed on 
page 2 of the RMA (Imminent Default Only). 

Self Employed – Most recent Profit and Loss Statement covering at least 3 
months which contain, revenue, expenses, period of time covered, name of 
company or business owner, signature and date.  
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Required Documents
Required Income Documents for Additional Income 

Social Security, Disability, Death Benefits, Pension, Public Assistance, or 
Unemployment
 Benefit statement or award letter from provider that states the amount, frequency, 

and duration AND
 Two most recent bank statements verifying direct deposit of the payment  or 2 

months online statements for food stamps recipients that possess EBT card.  
 Alternative documentation may also be considered ;i.e. benefits paid via debit or 

credit card.

Alimony or Child Support Income (Voluntarily Disclosed)
A divorce decree, separation agreement or other legal written agreement that has 
been filed with the court, stating the amount of the award AND
 Two most recent bank statements verifying direct deposit of the payment  or 2 

copies of the actual support checks.
 Alternative documentation may also be considered; i.e. benefits paid via debit or 

credit card.
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Required Documents

Required Income Documents for Additional Income 

Rental Income
Current tax return including Schedule E (must have all Customer(s) names, 
signatures, and Social Security numbers) AND
Current lease agreement(s) OR schedule of current tax return AND 2 most 
Recent bank statements or cancelled checks reflecting rental payments.

Unemployment
Provide evidence of amount, frequency, and duration.

Unemployment benefits:  Unemployed borrowers who do not meet 
the eligibility criteria for Home Affordable Unemployment Program (HAUP) 
should be evaluated for the Chase unemployment forbearance program 
(CHAUP).
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Required Documents
Required Income Documents for non-borrower Household Income 
– Voluntarily Disclosed
Non-borrower household income may be included as income if it is voluntarily 
provided by the Customer and if there is documentary evidence that the income has 
been, and reasonably can continue to be, relied upon to support the mortgage 
payment.

Non-borrower household income is defined as someone living in the home who is 
not on the original note, but whose income has been relied upon to support the 
mortgage payment.

Non-borrower household income is subject to the same documentation standards 
as borrower income. The same occupancy documentation, income documentation 
also applies to non-borrower household income. This includes the requirement for a 
4506T-EZ and tax returns. Chase authorization letter is required in addition to pull 
credit and verify occupancy.

 Wage and Salary Income from a non-borrower who has not reached the age of 
majority cannot be used.  NOTE:  Benefit income paid to a trustee/guardian on 
behalf of a minor and child support is eligible income.
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Required Documents
Verification of Taxes and Insurance

Are Taxes and Insurance Escrowed?  
Yes
No

If No, provide the following:
Most recent property tax bill(s) with front and back copy of canceled check or paid 
receipt for all recent applicable taxes (city, county, school, etc.).
Current Homeowners Insurance Declarations page for all applicable coverage 
types (must show premium amount for homeowner’s, flood, and wind).
Most recent homeowners flood insurance policy (if required).
If the loan modification includes an extension of the maturity date or capitalization 
of unpaid balances for the loan and the property is located in a Special Flood 
Hazard Area, as part of the modification process, we are required by law to send 
another flood notice confirming the property flood status. Failure to return this form 
signed may delay the loan modification process.
Condominium or Homeowners Association Fees.
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Required Documents

Third Party Authorizations (TPA)

We will accept an MHA Treasury form, any state form associated with HHF, any HUD 
form associated with EHLP, NACA’s TPA form Chase-prepared, or HOPE LoanPort 
TPA.

In addition, we will accept any form or letter containing the following information for 
authorization:

● Full Name of the borrower
● Name and Phone Number of the Third Party receiving authorization
● Loan Number
● Signature of at least one Borrower and Date Signed

 We will apply the authorization to the entire non-profit agency named therein (unless 
customer sends written instructions to the contrary).

We will continue to communicate with the borrower of record, either verbally or in 
writing, but will provide updates to the counseling agency.



Helpful hints and common errors to avoid



Helpful Hints

Tips to Successful Submission

Make sure all documents are submitted at one time.

Double check RMA to ensure it is complete, signed, and dated. Verify that all 
supporting documents are collected for all income sources listed on the RMA. 

Verify the 4506T-EZ form is complete, signed, and dated.

Provide current time-sensitive documents such as pay stubs and bank 
statements.

If your Customer is unable to provide conventional documentation for a 
requirement, provide alternative documentation along with a letter of 
explanation at the time of submission.

Ensure all documents are legible.
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Common Errors - RMA
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Common Errors – RMA 
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Common Errors - RMA
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Common Errors - RMA
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Common Errors – 4506T-EZ

34

If Taxes Filed Jointly, list each borrower 
name and Social Security Number 

individually in the order they appear on 
the tax returns.  

1 A & B
2 A & B

Primary Borrower signature and 
date required only. 

Insert Most recent tax year 
filing and any subsequent 

years to be included.



Common Errors – Paystubs
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Common Errors – Profit & Loss
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Common Errors – Bank Statements
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What can you do to help with a Short Sale

 Help the homeowner(s) negotiate with junior lien holder(s).

 Submit a complete short sale request prior to or at the time of listing - do 
not wait for a buyer!

 Make sure all documents are filled-out completely and signed by each 
borrower.

 Set reasonable expectations regarding timelines and valuations.

 Return required documents promptly (within 14 days of request).

 Ensure that the proposed transaction is ‘at arm’s length’ and there is no 
potential conflict of interest (no lease-back arrangements, family members 
or prior relationships).

 Visit our Web site for detailed information www.chase.com/shortsale.
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Questions



Disclosures

 This material is intended for home lending professionals only, and not for 
distribution to consumers.

 This document is not an advertisement as defined in 12 CFR 226.2(a)(2). 

 All home lending products are subject to credit and property approval. Rates, 
program terms and conditions are subject to change without notice. Not all 
products are available in all states or for all dollar amounts. Other restrictions and 
limitations apply.

 Information presented is for informational purposes only. It is believed to be 
reliable, but Chase does not warrant its completeness, timeliness or accuracy.

 ©2012 JPMorgan Chase & Co. 
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