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Servicing Loans

• Servicing department is called 

HomeLoanServ

• Servicing Idaho since 1990

• Professional staff dedicated to 

customer service

• Multiple language services

• Customer service scores in the 

excellent category



Servicing Center

• Call center handles 1,200 

calls per day

• Interactive Voice Response

• 100 staff in the customer 

service and Servicing

• 145,000 loans serviced

• About 100,000 people use 

Borrower Connection monthly



Servicing 

Partnership

• Servicing loans for our six 

partner states since 2014

• Servicing income help with our 

mission to help the homeless 

and underserved

• Our partnership has made us 

better every year



History of Borrower 

Connection
• First version - year 

launched 2000



History of 

Borrower 

Connection

• Second version - year 

launched 2013



New Borrower Connection



What Borrower Connection does

• Borrower submits monthly 

payment

• View their account 

information

• Manage their ACH

• Tax documents

• Escrow statement

• FAQ



Security

• Multifactor Authentication

• Text, Email, Phone Call

• Red Flag Rule

• Graham-Leach-Bliley Info 

Security

• Service Organization Control 

(SOC2)



Helping the Homeless

• Donation request when they make their 

mortgage payment

• “Now that we’ve helped you get in a 

home, please help those less fortunate.”

• A non-profit invested $5M for affordable 

housing

• Support shelters and shelter service

• Help avoid evictions



The Development Team

• 12 month implementation

• Agile method

• 6 months design phase

• 6 months programming

• C# and SQL 

• Thee programmers, two testers, 

and three designers



Customer Service

• 100,000 monthly users

• 40 customer service calls per day



How has this helped us

• Since the 2018 launch, we’ve had 

positive feedback from borrowers

• They love the look and feel with the 

mobility

• Saved on numerous call to customer 

support line for people making their 

payment

• Help reduce our call volume



Lessons Learned

• Spend the most time on the 

design phase

• Pilot the project

• Limit the “bells and whistles” to 

a later date

• Build the web app using the 

agile methodology

• Meet weekly on the project 

status



No Questions, OK Maybe One


