
ATTACHMENT A 

Credit Union Reasonable Steps and Good Faith Efforts to Help Homeowners and Avoid 
Foreclosures 

A. Financial Fitness Program: Many credit unions partner with carefully chosen, legitimate, 
certified third party counselors in order to allow members free unbiased financial advice and 
assistance. In addition, the Association offers financial certification and recertification classes to 
the staff of its member credit unions. Many collections staff undergo training periodically to be 
able to discuss the various products and services offered and educate members on how to reach 
them. Additionally, financial counseling contact information is regularly featured on websites. 

B. Loan Modification Program for Real Estate Loans: Credit unions often offer federal loan 
modification options as well as their own customized loan modification programs. Programs 
vary but many are different in that they take a more member focused approached as well as a 
borrower friendly approach. 

o Early stage call campaigns allow credit unions to solicit members for loan modification 
options before they are seriously past due. 

o Offer loan modification options proactively to members who are current on payments.  

o Modification processes often do not include a fee. 

o Co-ordination between the modification and collections area identifies at risk members 
early on. Collectors are knowledgeable of the loan portfolio and regularly identify 
members for solicitation who are not currently in their file. 

o Website listings where members can see these various programs and obtain key 
information to contact their credit union.  

o Fully staffed Loan Modification Teams/Mortgage Assistance Groups who are available to 
field incoming calls from members looking for a loan modification, send out the loan 
modification package, follow up with the members and review the package for assistance.  

o Portfolio modifications are reviewed and decisioned by a committee or key staff that 
renders timely responses, often weekly. 

o Loan modification processes comply with Fannie Mae and Freddie Mac programs and have 
adapted all the necessary tools and procedures to review modifications for investor loans.  

o Perform written and telephone correspondence with member regarding the outcome of 
the modification review. During the call, the members of the loan modification 
team/mortgage assistance groups will discuss the decision and offer other alternatives 
such as a repayment plan, recast, short sale and deed-in-lieu. 

C. Alternatives to Foreclosure Options:  
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o The foreclosure specialists follow credit union ethical principles by treating members 
with care, respect and utmost sensitivity as they discuss a short sale, deed-in-lieu or the 
foreclosure process.  

o If the member requests a short sale package, the foreclosure specialist provides a ‘Loss 
Mitigation Options’ letter (email/mail) that highlights all options available to them 
including a modification. 

D. Initiating Foreclosure:  

o Prior to sending the foreclosure referral, the foreclosure specialist contacts the member to 
discuss their intentions, financial situation as well as provide an understanding of the 
foreclosure process, all available loss mitigation options, redemption options and the 
relocation program. This is another opportunity to offer assistance if the member wishes 
to retain the home. 

o This process not only educates the member about all options they have but also allows 
the consumer to retain credit union membership and their relationship with the credit 
union for future financial services despite the foreclosure action.  

E. Efforts during Foreclosure:  

o Collectors counsel members during every contact and upon determining a financial 
hardship. The discussion and offering of all available options can start as early as day 15 
of delinquency. 

o Monthly contact is made with past due members to review any changes in their financial 
situation, intentions, occupancy, condition of the home while discussing home retention 
options. The collectors make an effort to counsel the member by understanding the 
member’s financials, willingness to keep the home and ability to afford payments. If the 
member is not able to keep the home or is not willing to, alternatives to foreclosures are 
discussed and the member is educated on their responsibilities as a homeowner. If the 
member is able to afford monthly payments and the loan has been referred to an attorney, 
a formal repayment plan agreement is prepared that allows credit unions to accept 
payments during foreclosure process. As long as the member successfully fulfills the 
terms of the agreement, the foreclosure is postponed or cancelled. The same 
consideration is given to members who are attempting a short sale during the foreclosure 
process.  
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o Members can choose to occupy the property while being delinquent on their payments 
and up until the foreclosure sale. In those instances, the collectors continue to assess any 
changes in the borrower’s financial ability and willingness to pay. 

 
COVID-19 Specific Loss Mitigation Efforts 

• Credit union member loss mitigation strategies do not change: 

o Actively make attempts to contact/communicate with the member on a weekly basis via 
telephone, mail and email communications. These attempts commence as courtesy calls 
at 20 days (as the first letter is auto generated at 15 days). 

o In the event of the inability to reach/contact, research (skip-tracing) of potential alternate 
contact/locations to attempt to communicate with the member. 

o Lastly, in the event of no-contact, physical appearance at the property to communicate. 

o Upon reaching/communication with the member, staff diligently discerns the cause of the 
default and the prospective capability of the member to cure the default in their current 
financial situation.  

o Discussion/negotiate with the member, via telephone and personal meetings, related to 
different potential opportunities to rectify the default, i.e. payment plans, COVID-19 
assistance programs, modification capabilities (forebear, defer, interest rate reduction, 
term extension, etc.) and lastly, inevitable potential of property liquidation, short-sale 
options and/or the potential of foreclosure options (surrender/involuntary). 

 Deferments are granted based on need and circumstances. 

 No fees were charged for deferment. 

o The ultimate goal of staff is to make valiant efforts to find methods to allow the member 
to keep their home while at the same time sustaining a cash flow to minimally maintain 
the status quo until a clear cut resolution can be obtained. 

 Credit union collections departments are knowledgeable of mitigation options and 
readily available to help members with payment options as well as guide members 
through the process. 



ATTACHMENT A  
Credit Union Good Faith and COVID-19 Specific Foreclosure Avoidant and Loss Mitigation 
Efforts  
October 26, 2021 
Page 4  
 

 Collections departments followed ethical principles in working with the members, 
treating them with respect and empathy. 

• Actively emphasize the proper assistance program related to the member’s specific issue, i.e. 
COVID-19. 

• Emphasize loss mitigation options on credit union websites. 

• No foreclosure actions were filed during the pandemic. 
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