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Government Response to Mortgage Crisis
* Dodd-Frank Wall Street Reform and Consumer Protection Act of 2010

* Established Consumer Financial Protection Bureau (“CFPB”)
* CFPB to enforce RESPA and TILA; enact new rules

* Combined Closing Statement/TILA Disclosure Form (“CD”)

* Requires lenders to monitor 3rd party contractors (such as title agents) performing
services on their behalf
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Effect on Lender/Title-Agent Relations
- April 13,2012 CFPB Bulletin Alarms the Industry

* Lenders required to

* Conduct due diligence to verify service providers understand & are capable of complying
with consumer financial laws

* Request & review service provider’s policies, procedures, internal controls, & training
materials to ensure service providers conduct training and oversight of employees with
consumer contact or compliance responsibilities

* Include in contract with service providers expectations about compliance, & appropriate &
enforceable consequences for violating compliance-related responsibilities

* Establish internal controls and monitoring to determine if service providers are complying
with consumer financial laws

* Take prompt action to address problems identified through monitoring process




Title Industry Response

ALTA establishes “7 Pillars of Best Practices” [
* Title agents advised to create written policies and AMERICAN
procedures showing compliance with industry best LAND TITLE

practices to provide to lenders

Designed to be offered to lenders to ease concerns

ASSOCIATION

Attempt to head off more onerous requirements

Some lenders may ask to see all or part of your “Best Practices Manual”

FUl
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ALTA’s 7 Pillars of Best Practices

Establish and maintain current licenses as required to conduct the business of title insurance and
settlement services.

Adopt and maintain appropriate written procedures and controls for Escrow Trust Accounts allowing
for electronic verification of reconciliation.

Adopt and maintain a written privacy and information security plan to protect Non-public Personal
Information as required by local, state and federal law.

Adopt standard real estate settlement procedures and policies that ensure compliance with Federal
and State Consumer Financial Laws as applicable to the Settlement process.

Adopt and maintain written procedures related to title policy production, delivery, reporting and
premium remittance.

Maintain appropriate professional liability insurance and fidelity coverage.

The
Adopt and maintain procedures for resolving consumer complaints. Fund
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The Good News

The Fund has downloadable sample
policies and supplemental materials to
help you create your own ALTA’s Best
Practices manual

> Best Practices

Best Practices

Keeping You in the Game

Imp
new

ntation of a set of industry best practices developed by ALTA can haip title professionals mast
rket demands by compliance and that are being

protectad, which could Nelp capture incraased market share.

(PDF Instruclions)

Implementing ALTA's Best Practices

Lenders are asking seifiement agents to provide copies of their 8est Prachices Poiicies and Frocedures
Manual,

For instance, in their Vells Fargo states. "As expectations on lenders increase
so il expectatio s ers.” Wells Fargo added they plan to "conlinue 10 expand
and enhance third party oversight capabilies for eitiemen! companies in order to monilor and
measure performance

In one example we have seen, a lender requested that the Member submit a copy of their current E&O
Insurance Policy with a signed ‘Bast Practices Certification Form,” indicating the frm's compliance with
ALTAs Bast Practices

s your Best Practices Policies and Procedures Manusl ready for distribution?
1fnot, The Fund s here to help
Although compliance with ALTA's Best Practices is not currently mandat

lender supporl s not enough, you wil ind that many, i not mast, of
Bast Practices are already in place in your ofice

it s highly recommended. If
scommended in ALTAS

So what are you for? Put policies and procedures in writing, include logs that document your
offce's unique processes, and you are vell on your way to compliance.

Piease take advaniage of the resources avaiable to you her—sample policies and procedures,
fempiates, educational aricies, On Damand videos, registration opportunities for ive workshops near
you, and so much more

For questions on ALTA's Best Practices, emall b

Fund Concept Articles Regarding Best Practices

The Referees ars Making New Rules:

[ My Aocount ) | LOG OUT] Q)

Home InfoCerter  Software  Services  Educalion  Resowces  Support  ContactUs

General Best Practices
Documentation

Best Praclices Letter of introduction
Sample General Policies and Procedures

LICENSING
Establish and maintain current License(s) as

required fo conduct the business of ttle
Insurance and seftlement services

ESCROWITRUST ACCOUNTS
Adopt and maintain appropriate vritten
Brocadures and controis for Esc st

Accounts allowing for electronic verification of
reconciiation

‘Adopt and maintain a written privacy and
information security plan te protect Non-public

B PRIVACY & INFORMATION SECURITY

Personal Information as required by local, state
and federal law

RECORDING & PRICING PROCEDURES
Adop! standard real estate t
procadures and poli
compliance wilh Feder
Financial Laws as appii

Setiement
process

TITLE POLICY PROCEDURES

Afiopt ang maintain written procedures related to
title policy production, defivery, feporting and
premium remittance.

PROFESSIONAL LIABILITY
INSURANCE

Maintain appropriate professional labiity
insurance and fidelty coverage

RESOLVING CONSUMER COMPLAINTS
Atop! ang maintain procedures for resoiving
consumer complaints.

Pillar 1 — Licensing

Establish and maintain current license(s) as required to conduct the
business of title insurance and settlement services.

* Establish and maintain applicable business licenses

* Establish and maintain compliance with licensing, registration, or similar
requirements with applicable state regulatory department or agency

* Establish and maintain appropriate compliance with ALTA’s Policy Forms

Licensing requirements

e
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Pillar 1 — Licensing
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Downloadable Sample Policy

e
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Pillar 1 — Licensing
Company XYZ - Licensing Monitoring
_|Company XYZ Firm Name
| Date Updated: 10/xx/2013
| Objectives: 1. To actively monitor all agency and agent licenses to ensure they are current.
b 2. To actively pursue additional licenses where necessary or encourage additional employees to become licensed.
b 3. To provide a consistent method of communicating new and expired licenses with underwriters.
|Note: Copies of actual licenses retained include but are not limited to insurance producer, closer, abstractor, and notary.
|Note: Copies of actual licenses are kept electronically in the s:\oooo\xoood\xxxx network drive.
|Note: Copies of all completed continuing education materials for license renewals are kept electronically in the S:\sooood\ooood\xxxxxx network drive.
Name/Entity State License Type License # Expiration Date
| John Smith Agent
| Title Company, Inc. Agency
Escrow Company,
Inc. Escrow
Downloadable Sample Log The
o Fun |
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Pillar 2 — Escrow/Trust Accounts

Adopt and maintain appropriate written procedures and controls for Escrow Trust
Accounts allowing for electronic verification of reconciliation.

* Escrow funds and operating accounts separately maintained
*  Funds maintained under fiduciary duty to another not commingled with operating or personal accounts

* Separate Real Estate Trust Account required to permit underwriter audits
* Sec. 626.8473, FL Statutes; Ethics Opinion 12-4, FL Bar

* On at least a daily basis, reconciliation of the receipts and disbursements of the Escrow Trust Account
is performed

* On at least a monthly basis, a Three-Way Reconciliation is performed reconciling the bank statement,
check book and Trial Balances

* Segregation of duties is in place to help ensure the reliability of the reconciliation and reconciliations
are conducted by someone other than those with signing authority

Pillar 2 — Escrow/Trust Accounts

* Escrow Trust Accounts properly identified

* Accounts are identified as “IOTA” accounts. Appropriate identification appears on all account-
related documentation including bank statements, bank agreements, disbursement checks
and deposit tickets

e Qutstanding file balances are documented

* Transactions conducted by authorized employees only

* Only those employees whose authority has been defined to authorize bank transactions may
do so. Appropriate authorization levels are set by the Company and reviewed for updates
annually. Former employees are immediately deleted as listed signatories on all bank
accounts

Fund'
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Pillar 2 — Escrow/Trust Accounts

*  Escrow Trust Accounts maintained in Federally Insured Financial Institutions

» Utilize Positive Pay or Positive Pay Light, if available in the local marketplace, and have policies and
procedures in place that prohibit or control the use of Automated Clearing House (ACH) transactions
and international wire transfers

* Background checks are completed in the hiring process. At least every 3 years, obtain Background
Checks going back 5 years for all employees who have access to customer funds

* Ongoing training is conducted for employees in management of escrow funds and escrow accounting

* A written wire transfer procedure is in place and tested at least annually.
* For outgoing wires, verify wire transfer instructions independent of the initial communication.

* For incoming wires enact a procedure to alert consumers regarding the risks of wire fraud and
guidelines to mitigate losses.

* A written wire fraud response procedure, which includes the recommendations of the ALTA Rapid

Response Plan, is in place and is updated at least annually. th
€y-
Fund
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Pillar 2 — Escrow/Trust Accounts
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Pillar 2 — Escrow/Trust Accounts

Downloadable Sample Log

A B8 C o
Bank Account Information

Title Comaany Name (imsert your company logo as well

| Date Updated: wxfonfxixs

Objective: To summarize banking information.

Type of Account
[Escrow,
Truatlparating,
Bank Name Recording, eic.} Account Number
1 Bank of the Midwest  Escrow oSBT
2 Chase Escrow - FL ToooBE3E2
3 Wolls Fasgo UMW Premium o432
4 Unsan Bank Dormant/inactve  wodT T8
5§ US Bank Operating-Payrol oo 7777
& Wols Fargo Recording o433

E

Bank Contact
Joe Banker, VP 555-976-1234

M JP Morgan, 333-444-5555

Mr. Stage Coachman, 555-123-4567
Susan B. Arthany

Mr. Stage Coachman, 555-123-4567

Name of each authorized check
signer and title

Mashew Matson (Escrow Officer)
Jdason Jameson (President)
Mashew Mattson (Escrow Officer)
Jack Closa (Escrow Officer)
Befty Jackson (Escrow Officer)
Jason Jameson (Prosident)
Jason Jamason (Presadent)

Mashow Matson (Post-Clase Mgr)

Authorized Wire Users
Matihew Maftson (Escrow Officer)
Jason Jameson (Presadent)
Matthew Mattson (Escrow Officer)
Jason Jameson (Pressdent}

Jason Jameson (Pressdent)
W - no wire capabiities

Matthew Mattson (Post-Closo Mgr)

FUl
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Pillar 3 — Privacy & Information Security

Establish a written information security plan designed to protect nonpublic personal

information in the Company’s possession and detect loss of nonpublic personal information
based on the size and complexity of the Company’s operations

* Physical security of NPI
* Restrict access to NPI to authorized employees who have undergone background checks

*  Prohibit or control the use of removable media

* Use only secure delivery methods when transmitting NPI
* Establish a written plan for disposal and maintenance of NPI

* Network security of NPI
* Maintain and secure access to Company information technology
* Develop guidelines for the appropriate use of Company information technology

* Ensure secure collection and transmission of NPI




Pillar 3 — Privacy & Information Security

* Establish a written disaster management and business continuity plan to maintain information and
business functions in the event of disruption.

* Train employees to help ensure compliance with information security program

* Oversight of service providers to compliance with a information security program
* Take reasonable steps to retain service providers capable of safeguarding NPI

* Post privacy policy on website or give directly to clients / customers

* Utilize multifactor authentication for all remotely-hosted or remotely accessible systems storing,
transmitting or transferring Non-public Personal Information.

Pillar 3 — Privacy & Information Security

Establish a written incident response plan to promptly respond to, and recover
from, a breach that compromises the confidentiality, integrity, or availability of NPI.

Establish internal and service provider processes for determining nature and scope
of any incident.

Establish document and reporting procedures for actions taken to respond to an
incident.

Document procedure for notification of security breaches to customers and law
enforcement in accordance with applicable federal and state law.

il
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Pillar 3 — Privacy & Information Security

o Basewid £y Logs ey ey

* Suggested Written Procedures for NPI
* Physical Security

Network Security

Disposal

Disaster Management Plan

* Training

Use of Service Providers

Notification

Beyond Pillar 3:

Cyber Security

e
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Why Cyber Security?

Wire transfer fraud is rampant in the real estate closing industry
Scammers target closing agents, realtors and (increasingly) home buyers
Typically through Business Email Compromise (BEC)

Criminals monitor communications in real estate transactions, then send realistic forged email
messages to convince title agents, realtors, or buyers to wire funds to a “new” account

Newer schemes may also attempt to send “mortgage payoff” instructions or “corrections”
Once sent to the scammers account, the funds are dispersed and often unrecoverable
Not a question of whether your transactions will be targeted, but when

il
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Phishing

Intruder seeks access by enticing user to “click” email attachment or link to malicious site
Sophisticated; targeted to real estate professionals
Forged messages appear to be from legitimate, real estate-related sources

* “DocusSign”

*  “Dropbox”

*  “Real” underwriters, banks, title companies
* Letterhead/signature blocks of actual parties reproduced "

Once “clicked,” malware infects system; also “SPAMs” user contact list E_‘a

Once system infected, intruder can read/alter/redirect messages to defraud parties

22




Phishing

Preliminary CD and Contract

Kathy Hale
Thu 12/8/2016 8:57 AM

Renee Realtor, Tom Title Agent

-] Message QPreliminary CD.htm (12 KB}

Good Morning,

Attached is the initial CD for my client (based on preliminary fees that you sent over). Can you
please advise on revised/added fees (tax prorations, HOA dues, etc)?

Preliminary CD and Contract is enclosed via encrypted secure OUTLOOK PDF format

Kathy Hale

Assistant

John E. Robinson
Key Financial, Inc.
161 Belle Forest Circle
Nashville, TN 37221
323-892-5021

From: +Dropboxs <svp@a-law,com>

To: no-reply@dropbosmal.co

e

Subject: New Document "Distribution” -(Via «Dropbois)

S <
%

Hi there,

A new Dropbox document titled "Distribution” has just been
shared with you!

View Shared Document

"Please sign and return”

Dropbox also lets you easily share docs and photos, and
collaborate with friends.

Thanks!
- The Dropbox Team

Unsubscribe

23
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Wire Transfer Tips

* Warn parties in writing about wire fraud at start of transaction and advise of your wire
security procedures, including that no party will give or accept wire instructions by email

WARNING: Wire fraud is on the increase!

If you have an escrow or closing transaction with us and you receive an email containing Wire
Transfer Instructions, DO NOT RESPOND TO THE EMAIL. Call your escrow officer/closer
immediately, using previously known contact information and NOT information provided in the
email, to verify the information prior to sending funds.

* Have all parties acknowledge the warning and your wire procedures policy in writing

* Verify account holder information with receiving bank prior to initiating wire

3t
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Password Tips

Fancy characters & obscure combinations not as valuable as length

Time to crack with “brute force” software:

MOnK3Y 1 hour
14monkeyswearhats 800,309,871 millennia

* Use unique password for each site

* Change your password regularly

* Use multi-factor authentication

* Don’t use obvious personal information
* Don’t re-use passwords

* Don’t share passwords 'Ihe .
Fund
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Multi-factor Authentication

Requires more than one method of
authentication from independent

categories of credentials to verify user’s . .

identity for a login or other transaction i Something Something Something
you have Yyou are you know

Location
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Server Security

 Use a firewall '.
* Blocks unauthorized network traffic

* Blocks unauthorized software downloads !'7

* Limit privileged and admin-level network access to those who need it
* Limit file, directory, and network permissions to appropriate users

* Consider using software to filter content of inbound and outbound email
* If no international business, why accept email from outside U.S.?
* Block SSNs and wire instructions from outgoing messages

e

- ALWAYS DRIVEN

Litigation Exposure

* Understand the obligations imposed by FIPA, Sec. 501.171, F.S. (Florida Information

Protection Act of 2014)
Data breach requires notice to affected persons
See “You've Been Hacked — Now What?” Responsibilities Under Florida's Information Protection
Act and ALTA,” Fund Concept 49 (May 2017)

* Move closed files containing private data off your server

* Avoid making statements on your website or social media about your firm’s

“security,” digital safety, etc.
HACED

28




Litigation Exposure

* Did you have the parties sign an Acknowledgement Form confirming
*  Your warning about wire fraud and
* Your office practices regarding wire transfer security?

* Are you taking commercially reasonable care
* Controlling, securing and disbursing client funds?
* Informing clients of the expected closing procedure, such as when and how to wire
closing funds?
* Safekeeping client NPI?

* Does your firm have a written Incident Response Policy to identify, report and cure any
breach of data or loss of funds via wire transfer?
*  Know who to call
* Your bank’s Chief of Security — not the branch manager or your account manager

29
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Third Party Security Vettlng

Typical Questions (courtesy

* Do you have an Information Security Policyand * Do you have a Third Party Service Provider
how often is it updated? Security Policy?

* Do you have an Information Security Officer that * Do you perform annual security awareness

is qualified for the role? training with executives and employees?
* Do you conduct annual Security Risk * s your data encrypted in transit and at rest?
Assessments? *  Can you provide a copy of your Disaster Recovery
*  Are you conducting annual and Business Continuity Plan?
vulnerability/penetration testing of your * Do you have an Incident Response Plan and is it
network? tested and updated annually?

* Do you have an Access Privileges Policy?

Findd
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Insurance Considerations

Type of Coverage What's Covered

* Errors & Omissions Your acts of negligence

*  Cyber Ransomware, data breaches

*  Crime 3d party theft (traditionally, hacking)
*  “Funds transfer fraud” Unauthorized instruction to wire out
* “Social Engineering Fraud Endorsement” Someone in your firm is tricked

* TIP = Experienced insurance brokers can reduce premiums by bundling policies
* Consider 3d party vendors offering higher coverages for misappropriated wires

* CertifID (www.certified.com)

* Vialok (www.vialok.com)

31
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Pillar 4 — Recording and Pricing Procedures

Adopt standard real estate settlement procedures and policies that help ensure compliance
with Federal and State Consumer Financial Laws as applicable to the Settlement process.

* Recording procedures
* Review legal and contractual requirements to determine Company obligations to record docs and
incorporate in written procedures
* Submit or ship docs for recording w/in 2 business days of the later of
* (i) the date of Settlement, or
* (ii) receipt by the Company if Settlement not performed by the Company
* Track shipments of documents for recording
* Ensure timely responses to recording rejections

* Addressing rejected recordings to prevent unnecessary delay

* Verify recordation and maintain a record of the recording information for the document(s)




Pillar 4 — Recording and Pricing Procedures

Adopt standard real estate settlement procedures and policies that help ensure compliance
with Federal and State Consumer Financial Laws as applicable to the Settlement process.

* Pricing procedures

* Maintain written procedures to help ensure that customers charged correct title insurance
premium as determined by a mix of legal and contractual obligations

* Utilize rate manuals and online calculators to ensure correct premiums charged
* Ensure discounted rates charged when appropriate, including reissue rates
» Quality check files after Settlement to help ensure consumers charged correctly
* Provide timely refunds to consumers when overpayment is detected

* Third-party signing professionals procedures (mobile notaries)

* Maintain written procedures to conduct appropriate due diligence for 3d-party signing
professionals

33

Pillar 4 — Recording & Pricing Procedures

Downloadable Sample Policy
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Pillar 4 — Recording & Pricing Procedures

Downloadable Sample Log

Recordings as of {Insert Date]

3 [Dosower namedst Addres I State in Date.Docs sent foe Reeoeding ligabic] Ipate Regorded

Regording Vendor Mame (it applicable]  [Lender Name

.........

. e
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Pillar 5 — Title Policy Procedures

Adopt and maintain written procedures related to title policy production, delivery,
reporting and premium remittance.

* Title policy production and delivery

* Title policies issued and delivered to customers in a timely manner to meet statutory, regulatory or
contractual obligations

* Issue and deliver policies within 30 days of the later of (i) the date of Settlement, or (ii) the date
that the terms and conditions of title insurance commitment are satisfied

*  Premium reporting and remittance
* Title insurance polices are reported (including a copy of the policy) and premiums remitted to the
underwriter in a timely manner to meet applicable statutory, regulatory and contractual obligations,

but not to exceed 45 days after the later of (i) the date of Settlement, or (ii) the date that the terms
and conditions of the title insurance commitment are satisfied

36




Pillar 5 — Title Policy Procedures

{Irsert name of entity/agency)

Downloadable Sample Policy
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Pillar 5 — Title Policy Procedures
E}Ii{y Register Report (aka Remittance Report) | | |
frice. Tz =z well] T CestiNoation: |
/ooy | I I e e ong Agency for s
I I uncerarer. | T T
[oeizbves: [1 To socument o | | | |
Lm!mmmllnuniwm{n‘mem!rnnﬁw. ignature: T T T T Date: T
| [ [ | | | | |
Palloy Owners  Londers ot
dettioment Polloy Keuansd lccuanoe Owners. Lencers owners Londers  Premiumper  Promium Lengers  Total NetDue Endorcoment Endorsement Sfate CPLper GPLDue ESalance
|File Number Titie Prodwet Froperty Type Froperty State Frop County Date Date Delay  Cwnerc Polloy # Lenders Polloy # Polloy Date  Folley Date  Incuranee  Incurance Huo Per HUD  Owners Med. Net uiw Totalper HUD  Net Due LW Feec HUD UMW Due UW |
saresini|metance  |mesdents |AL ommgomery | 1amzon rznaon e wxe=na1zess Jua 12zl 515,000 s 0] sam| _scag sea.m sa.01] sood som| ssom|  ssmoo| staog
Policy Inventory |
Title Company Name (insert your company logo as well) —
= T st Drate Updated: oghorooo .
— Objective: 1. To actively monitor all title policy forms (wsed and un-used). —
-
Date Policy Date Date Date Date Date Date Policy
Allocated to Agency Policy # File/Order #  of Commitment Closed Disbursed  Recorded Policy Issued  Reported to UfW
&/1/2013 OX2468542 9764208 812013 9/1/2013  9fafa013  9/af2013  9/5/2013 10/5/2013
6/1/2013 0X2463543 9764209 §/3/2013 9/3/2013  9/3/2013  9/3/2013 9/4/2013
6/1/2013 OX2468544 9764210 B/5/2013 9/5/2013  9/5/2013  9/5/2013
&/1/2013 OX 2468545 764211 &f7f2013 afrfanz  9f10/2013
&/1/2013 OX2463546 9764212 8/10/2013
6/1/2013 OX2468547 9764213
&/1/2013 OX2468548 9764214
6/1/2013 SFOBTE543
6/1/2013 SFIBTESAE
&/1/2013 SPIBTRSAS
6/1/2013 SFOBTESA6

Note: From the data above, personnel will know the status of each policy allocated to the agent from the U/W.




Pillar 6 — Professional Liability Insurance

Maintain appropriate professional liability insurance and fidelity coverage.
* Policy: Maintain errors & omissions insurance
*  Fund Member Agents
* $250,000 per claim

* Fund Corporate Agents
* $250,000 per claim
* Deductible no more than $10,000
* Required by Sec. 626.8419(b) F.S.
JThe
. Fund
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Pillar 6 — Professional Liability Insurance

* Policy: Comply with state requirements for fidelity coverage & surety bonds
* Fidelity Bonds
* Protects employer against losses caused by employee fraud and dishonesty
* Fund Corporate Agents
* $50,000 minimum
* Required by Sec. 626.8419(a) F.S.
* Surety Bonds
* Guarantee title agent complies with title agent contract
* Fund Corporate Agents
* $35,000 minimum
* Required by Sec. 626.8419(c) F.S.

. e
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Pillar 6 — Professional Liability Insurance

* Highly recommended to obtain cyber liability insurance and crime
coverage in amounts appropriate to the company size and settlement

volume

* Download ALTA's Rapid Response Plan for Wire Fraud Incidents
* Qutlines 10 steps companies should follow when hit by wire fraud.
* Includes worksheet to help develop individual rapid response plan.

e
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Pillar 6 — Professional Liability Insurance

[ L
TITLE AGENT BOND
[PUFELLUIT T SEOTICH 3051 20 0F THE 01D AEVIFED SO0
e
o - e R T —
[ — Q) Znsmsmias. Cupagy
L -

- W
By Sy e ey B of

Chis e, o 1 Wy MOt e, W Py B by o o Sepmstar
Pk it Fom e sorm of OWE AUNCIED) v FIFTY THOUESAMRY EXK LARS (110,08 57
o 3 et of i, e e ity o e, o o 8, Bl CurseRoRd, St i,
s, an e iy wd Satarety, vy By e pru
cw il
- o e
B fram bt .

s,
Hecancs of 06 Bacrinos Gy e e syerd o B4 cwecs, spleyees o .
[Ty ——

; 5wk B .
¢ B ety or ST A A i, VL 1 S S 8 B o where
by s o o void,

Gl e i b e 0 o o o Dol

v

Slgre, smed wed carnd i 33 Ll —
= 2

CERTIFICATE OF LIABILITY INSURANGE |
i e B N G T T o T U Yol T .

— . .t

Vel pn Scrwty and Bn Craparste Sl L. ___ﬂe%l n Dompany

h-_ﬁ_._ — [ - — —

Bond Insurance Binder

Professional Liability Insurance
{Small Office]

rahas “Trap Frrn’) st carry prodeasicnal
Fromrzial

sapusity b werver

slobgatona.

Tha Fiers it g

he numtar

- [Note. change this .
Bemave pasts St do act apply. Resiew lgal, conractusl, and statunny

£

wiage.
Eompany. T
Agerd
Funa T 0,000 | Tavanria
lsurance
Fund BSETRAATTT LT TR
fnurance | inurancedy
Sahtions

B3I AT




Pillar 7 — Resolving Consumer Complaints

Adopt and maintain procedures for resolving consumer complaints

{Irvert naEme of eriii g

* Develop procedures for logging and resolving consumer Folicies and Procedures
complaints ‘Consumer Complaints
. . WISEERSE i’“ hang I“"—‘E’II“.;N_“,T i Remave
* Develop consumer complaint form that connects complaint e o T S L R B B
to a specific transaction Pl i et i b o
I these 15 an ssue, please o make

a compiaint i.e. call nuom:-{umu L)) AN sk 10 spedk wilh
(nsart Btle of pasition Le, AMamey or tha name af thi atarmey) who
s responsibie for all new complainis.

* Set single point of contact for consumer complaints 0 Bt 45 cnabion T iraeeay op e nante sF ke amorman]

¥
will Bl i our complaint itk sarm and allach any documesitition which
you

The (maert titie of position Le. Attorney or the name of the attol
will EvalEle Your complaint 3nd afer evauation, wil contact you 1o in
complaint

* Establish procedures for forwarding complaints to B 0ot

appropriate personnel B s
~|insert sffective date of policy and procedure; date and how it will be
it announced Le. staft meeting: and date of training)

o il o=
Atsemay or ha attarmey, hisar

[insert date far next review)

* Maintain log of consumer complaints that includes whether
and how the complaint was resolved

B * Ths for pubiication this policy and
ces and procedure will be published |e. on our wedsite and in our cifice
for all consumersy

43 Note Thia docurment ia for distnbuton 0 cuatomen, chants or conmrmr. Tias SHOULD be posfed on e
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Pillar 7 — Resolving Consumer Complaints

(IrserT name of entityagency’

R T e Downloadable sample Complaint Form and Log
how you want the form saved i.e. “Last N MMBDYY™

{mnmmm-mmlumamln email to
OfficeManagerABC]

(Insart the I|I|||am||l File Name Exampie: Smith Cansumer Complaint 05-08-14)

Comumer Complaint Log
Tela arma frimn wcus o a3 walll
Duate of Inguiry ‘Agenl Ve 8] Stabe | Comumer | | " Diate Rec'd |

MM-DO-YY

How complaint was made (phone, email, in person, elc )

Corsunmes Contact Insrmanan:

Name(s) (Last, Fst)

Property Address (Street, City, State, 2ig)

e,

Contact Address (f dferent from Property Address)

Comact Phone Number

Auditional Contact Prione Numiber

ir M G
Agent File Number Policy Numbsar

Property Type (Residential or Commercial) Transaction Type (Furchase. Refi, REO, etc )

Briefty desoribe the natune of e CoNSUMEr's inguiry uv:lumru uavcsurarr, ‘conversations,
phone calls, and names (ncluding itk wse wilh
s spoken NoAale INe CONSIAMEN S 0ESEd TESOAN

44 — ALWAYS DRIVEN"




Range of Lender Requirements

Low Requirement Difficulty

Old Republic
Authorized Agent
Letter

Copy of Best

Secure Insight/SSI
Vendors Compliance
Group

Settlement Agent
self-certification

High

3rd-party

Practices Manual : certification

S

‘2///
Fla mr- Zz -
Numerous Banks CHASE o = Bank SunNTRUST BB&T mﬂrtgage

N
=

45

.
IBERIABANK
MORTGAGE

Takeaway

¢ Still no definitive expectations from the mortgage/lending industry

® Lender requirements vary and change over time

46

e
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Other Considerations

Budget staff time to
prepare your
manual and forms

How much business
do you do with
certain lenders?

47

@‘4\_

Be alert for new
information

Budget for possible
system changes

e
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Recommendations

Review The Fund’s ALTA Best
Practices Bank Requirements Chart:
(And help us keep it updated)

Contact lenders and sign up for their
communications

48

Consider using Google Alerts to track
lender changes and updates

Prepare a Best Practices Manual

i
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ALTA’s BEST PRACTICES
and CYBER SECURITY

THE END

©2019 Attorneys Title Fund Services
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