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Background

The Nevada Affordable Housing Assistance CorporailtiAC) is the "Eligible Entity" pursuant to the
HFA Participation Agreement entered into by the United States Department of Treasury, the Nevada
Housing Division (NHD) and NAHA@rovideforeclosure prevention services, implementing the
Hardest Hit FundBrogram® (HHF).

The primary goal of NAHAC, is to dissemin#tte remainingTreasury allocationsapproximately %8.9

million) by December 31, 2020, which marks the end of the HHF Proglamajor step in reaching this

goal is to make more Nevada homeowaer 6 NB 2F GKS 11 C LINPINFYQa SEA
homeowners will apply for program funding. In general, this awareness process can be accomplished by

the introduction of any number of marketing methods such as television advertising, community

outreach press releases, etc.

NAHAC currently utilizes disjoint automatsaftware applicationsind service providers to accomplish
its mission. These systems gmaviders include the following:

System Software or Application HostinglL ocation
Office emaibystem Microsoft Office 365 Microsoft CloudServer
Office software systems Microsoft Office 2010 On-premise TerminalServer)

MS Word, MS Excel, etc)

Office file system NA On-premise storage

HHF Homeowner document NMAS Virtual Server

management

Homeowner contact Credit.org (ifhouse system) Credit.org

management

NAHAC website NA BRAINTRUST virtual server

environment

Currently, there are changes takingipé to the NAHAGformation TechnologylT) environment which
will greatly assist NAHAC in accomplishing its mission while allowing NAHAC to benefit from increased
staff efficiency and team collaboration.

In February 2017, NAHAC received approval from its Board of Directors to move forward with the
development of the Nevada Mortgage Assistance System (NMAS). allbhsatesthe endto-end
workflow process used by NAHAC to qualify homeowners, counsel homeowoklest homeowner
documents process homeowner applicationand award or deny funding bad on NAHAC program
criteria. Phase 1 of the NMAS systavent live on July'8, 2017. Phase 2 of the NMAS system, which
mainly includes the Treasury reporting modules will be completed in early October 2017
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NAHAC is also in the process of combiitimgffice softwareand file systemsvith its office email
adadsSy ra I LI NI 2 T365xluddage@aificeenkironiBrnd 2 TG h FFAOS

The NAHAC public webstlasbeenNB RSaA 3y SR +Fa | LI NI 2F bl!l1!/Qa ST
base by means of a neolidated marketing effort.

Along with the development of NMAS, NAHAConsidering making modifications to tirent-end

work flow sub-processeswhichincludesprequalification intake an-d document collection/processing)
to reduce costsimprove efficiencies and to create an environment of collaboration between NAHAC
staff and partner organizationsCurrently the document collection/processing spitocess has been
relocated irhouse as a part of NMAS.

bl 11/ Qa yISdnwadnmelmividzeEsist of the following systems and providers
System Software or Application HostingLocation

Office software & file systems | Microsoft Office 365 (SharePoin Microsoft Cloud Server
MS Word, MS Excel, etc)

HHF Homeowner document NMAS Rackspac¥irtual Server
management S&automated environment
workflow system

Homeowner contact Clarity Connect Cloudbased environment
management system

NAHAC public website NA BRAINTRUST virtual server
environment

NAHAC will integrate portions of these systems where possible to streamline its operation and increase
staff productivity.
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Customer ContacCenter
Front-end Processing Budget Report

CurrentFront-end Processingnvironment

Tomanage its funding allocations and accomplish its primary goal, NAHAC has implemioteebad
workflow process that begins with the irdticall from a Nevada homeowneiaan 800 number to the
credit.orgcall centeror faceto-facehomeowner intakesessions withicensedHousingand Urban
DevelopmentHousing Counseling Agencies (HCABEg frontend workflow process ends whéAHAC
receives a complete homeowner package via fax, email or mail

NAHAC has contractedticredit.orgto provideservices to homeowners on behalf of NAHAC via
homeowner telephone calls to theredit.orgcall center facilityAs a NAHAC vendorgdit.org is
contracted to provide homeowner services which inclaswering homeowner general gsions,
conductinghomeownerTriage(pre-qualificationquestionnairg to see if a homeowner may qualify for
fundingunder one of the NAHAC prograpasnd homeowner application processirfintake processing)
for qualified homeownergsee Table 1)The termof this contract is frondune 19, 2017 t@ctober31,
2017 Under this contract, the previously provid@bcument Collection and Processing Services
provided by credit.org, have been transferred to NAHAG are now incorporated in thMAS system.

Credt.org Contracted Services

Services Description Rates

Call Center | 1. Contractor will answer all incoming calls tf 1. Monthly, $5.50 per call
Support and the NAHAC designated 800# from 8a to §

Triage PST Monday through Friday excluding all

Processing Contractor Holiday(

. Contractor will, as applicable and to the

extent information to contractor is availab
answe general caller inquiries and for all
others, as needed, coordinate with NAHA
personnel transfer of inquiry.

For new homeowners calling for NAHAC
program eligibility, Contractor will perform
Triage Services, collecting Homeowner
responses to the genkcateria questions
(promulgated by and through NAHAC) for
the express purpose of determining gene
NAHAC program eligibility utilizing the
NAHAC designated workflow system,
NMAS. Using the system provided result
and agreed upon scripting, if the
Homeowner does not meet the general
eligibility criteria Contractor will verbally
advise them of this fact including the
reason(s) they do not meet program crite
If the Homeowner meets the general
NAHAC Program eligibility, Contractor

will invite the homeavner to complete the
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application session, either-olemand or
alternative time.

Application
/Counseling

1) Homeowners that have been determined

generally eligible and qualified for a
NAHAC Program will be invited to
complete the application session.
Contractor shall obtain general and
program specific information from the
Homeowner as required in determining
NAHAC Program eligibility. Contractor
shall perform a NAHAC Program
FLILX AOFGA2Y SAGKAY
system. Once the system application is
completed, contractor will advise
homeowner of system generated prograi
eligibility and provide Homeowner with
results and if eligible, provide general
overview of next steps.

0 Once the application process is
O2YLX SGSRxZ 02y N
considered complete and the NAHA(
system and or direct personnel are
responsible for all next steps with the
homeowner.

Spingboard Solutions will perform

outreach process for unsuccessful

application outreach (incomplete
counseling sessions) as outlined in

d{ OKSRdzZ S . ¢

1) $85.00 Per completed application
Direct reimbursement for any mail
related charges

Document
Collectionand
Processing

CFLOAEtAGEGS NBOSA LN
required client document package (Exhik
A) for files in process with 33 percent or
more documents collected.

0 Answer client questions and perform
as needed, several client follow up
telephone calls ath email
communications for incomplete,
incorrect or outstanding documents.

o For inactive or unresponsive clients,
enable at least 3 odbound calls
and/or email follow up attempts per
client within 15 days of application
complete date.

$150 per completed file. When the

file is 75% completed, 75% of the fq

in the amount of $112.50 will be
paid. The remainder of the fee,
$37.50, will be paid when 100% of
requested documents and data are
received.

A file is deemed 75% complete whe
the documents and data identified
2y 6{ OKMERE2S (1K A
are received and in the file.

No later than July 21, 2017,
Springboard Solutions will provide &
remaining client documents to
NAHAC. NAHAC will pgpringboard
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Credit.org Contracted Servicésontinued)

o Initiate file closureas incomplete or Solutions for all files at or above 75
withdraw status in NMAS at: O2YLJX SiAz2y | & RS
a. Clients verbal or written request; AMDE
b. No contact, response or client 4. NAHAC will not be charged for any
activity within 7 business days of files below 75% completion as
requests and/or messages to RSTAYSR Aymae{ OKS
submit documentation. 2)
2. Update NMAS notes relative to work
performed.
3. Ensure pacht is completed in NMAS
Initiate file
0
Program 1) Management oversight and administratiq 1. Supervisor/Manager at a rate of $3
Management by Contractor in overseeing, directing an per hour and Director/Executive,
Services. supporting assigned work under this SO $75 per hour
o0 Any amounts/hours exceeding
below require pror NAHAC
written approval
1. July, $3,500
0 AugustOctober, not
to exceed a total of
20 Hours (not to
exceed up to 15
hours for
Supervisor/Manager
not to exceed 5
hours for
Director/Executive)
Hours will be trackeg
and a written report
provided monthly.
Trainng 1) Coordinate the training and change 1. Training session of $1,500 for
management for all program and term current changes or system change,
sheet changes. up to 12 hours of training, including
manager and staff time

Tablel

It should be noted tha& set fee increase §&5000 per monthhas beeradded to thisservices
agreementto coversupervisor and manager/executive servicests

G2 Consulting; GG

Pagel|5

9/26/17



Vd

[ dZA02YSNI / 2y 0F OG [/ Sy
CNEWIR t N2OSaaAy3al . dzR3I

As a NAHAC venddiCAs provide similar services to that of ¢tedg on behalf of NAHAKUt provide
these services in conjunction with othéron-NAHAC) program offering8he HCAs are currently
working under acontract that provides compensation to HGAyanizationdor providing services to
homeowners under a-Fier service structure (see Figure A maximum compensation of @% can be
earned by an HCA for providing completed services to a single homeowner under all 3 tiers.

Tiered Compensation for
Participating HCAs

Tier 1: HCA assists borrower
to complete NAHAC program $50 - regardless of

pre-qualification eligibility outcome

Set-Up Complete

lication submitted .
C in its entirety $400 per file
(Level 1 Review)

Successfully Funded

Tier 3: File is approved and $50 per file
funded
Total Potential Compensation Per File $500
Figurel

ProblemStatement

There ae multiple problems with the current method by whisl AHAC vendongrovide theirfront-end
processingerviceso homeownerson behalf of NAHAC. These problems include:

1 Under the new Services Contract with credit.org, beginning in July 2017, credit.tmggeo
provides Document Collection and Processing Services. These services have been rinmvesdin
and are now integrated into the NMAS systésee Chart 1)Although the cost of this service has
been eliminatedthe cost for both Calls Received aPde-EligibilityServicehave increased~or
August 2017 the cost of these two services is $22,281. As NAHAC implements a comprehensive
marketing plan, it is estimated that the cost of these two serviamsgd increase to over $67,00Q
monthly fee of $500 has also been added to the Services Contract to cwmervisor and
manager/executive services costs.

G2 Consulting; GG Page|6 9/26/17
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¢tKS ASNBAOSA LINPOPARSR o0& (GKS I1/!Qa 2ytofaceKI{T 27
sessions with howowners. Although conducting these services via-faekace sessions is very

KSt LIJFdzZA G2 GKS K2 YS2 g-¢n8 Ndiklow pricesa trethéndousty Which/ Qa T N2y
results in longer lead times for NAHAC to receive the homeowner files so that it gam be

processing. Additionally, HCAs have less resources than credit.org and therefore process a much

smaller volume of homeowner files.

NAHAC management is responsible for controlling the costs as it relates to the contracted services
that the vendors of tle front-end processing serviggovide NAHAC has no means of collecting
reaktime data fromvendorsto verify what quantity of services (for example how maails are

coming into the credibrg call centerjhat NAHAC is paying foAlthoughNAHACan poduceCall
Center reports from NMA$hese are not reatime reports and are usually producedonthlyto

calculate and verify vendor monthly costs

It isnot possible for NAHAC to mibor the quality of the conversations being conductegtween
the credit.orgrepresentativesand the homeownersThe ability to monitor calls is one of the basic
capabilities required by the managers of customer contact center systems.

NAHAC now utilizes staff to provide Document Collection and Processing Seftiegsdaff
personnel cannot be utilized for other Call Center reladetivities

NAHAC has no way of storing and retrieving actual voice recordings and call data that can address
Treasury compliance and audit issues

NAHAC has been criticized for outsourdiugt-end processing services to a vendor outside of
Nevada.

G2 Consulting; GG Pagel|7 9/26/17
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The Solution

To address the rising cosiéand lack of control ovdront-end processing, it appears to be more cost
effective forNAHAQO bringthe remainder of thefront-end processing sesés, includinghe
homeownerprequalification services artie homeowner intakerocessingervicesin-house.Bringing
these services whouse will accomplish the following:

T
T

T

NAHAC will be able to provide Call Center services equal to that of creditless absts

NAHAC will be able to Manage Call Center systems such as call quality control, call routing
management, call conversation archivisgd receive realime call statistics

NAHAC will be able to provide better coordination between its Call Cewltéch will provide
Prequalificationand IntakeServicesand the rest of the services that are a part of the NAHAC
workflow processes.

NAHAC will require additional personnel to directly support the Call Center but altoehas
flexibility of utilizingexisting Document Collection and Processing Sersiedithat can rotate into
Call CenteRepresentativgositions when required. Being able to takedwralroles results in a
more flexible NAKC work environment and betterse of NAHAC staff assets.

NAHAC has alreadgentified and prepared office space within the existicgmplex to house up to
an 8man Call Center. This can be accomplished without increasing rental space costs.

NAHAC will be able to build integration between @al Center system ad NMAS which will allow
other NAHAC staff personnel access to information on previous communications that have taken
place with homeowners.

NAHAC will be able taekp money currently sent to support a California business entity in Nevada.

To accomplishiis NAHAC will require the addition of customer contact cesitaif andan automated
system to assist in managing the customer contact environment.

The following analysis compardsetcosts associated witkaving the current fronend processes in
placeversusNAHAC bringinthese ®rvices irhouse.

G2 Consulting; GG Page|8 9/26/17
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Based on NAHAC funding goals, it is projected that funding allocations will be exhaudtediagy

2020 This analysis will include freahd costprojections covering a 2éonth period September2017
¢ January 2020(see Table @

Baseline Projected Funding Goals

Sep-2017 Qct-2017 Nov-2017 Dec-2017 Jan-2018 Feb-2018

Mar-2018 Apr-2018 May-2013 Jun-2018 Jul-2018

Aug-2018

Estimate of the remaining
monthly program allocations
(does not include Admin)

$78,869,494) $77,869,494| $76,744,494] §75,494,494: $73,744,4041 §71,744,4041 $69,619,404: $67,369,494 $64,869,494: $62,119,494; $59,119,494

55,994,494 §52,744,494

Baseline Funding
Goals

$1,000,000; $1,125,000¢ $1,250,000; $1,750,000: $2,000,000

$2,125,000 $2,250,000! $2,500,000

§2,750,000; $3,000,000; $3,125,000; $3,250,000

Baseline Projected Funding Goals

Sep-2018 @ Oct-2018 | Nowv-2018

Dec-2018

lan2019 ¢ Feb-2019 © Mar2019

Apr2019 : Mey2019 © Jun201 : Juk2019

A0l Sep-2019

Oct-2019 :  Now-2019

Dec-2019 :  Jan-2020

2-month

49,494 404 46,4494 $4294404; $30704.404

$36,490,404 $33,44494 $20004404

$26,744,494; $23,404,494 $20,244494; $16,994404

| $13,744494 $10494494

§T244494 $30944081

§T4 494 )

$3,250000; $3,250,000, $3,250,000; §3,250,000

3,250,000 $3.250,000 $3250000; §3,250,000: 93,250,000 $3,250,000: $3,250,000¢ $3,250,000 $3,250,000! 3,250,000

§3,250,000; $3,250,000f  $744,494

78,869,494

Table2

Tocalculate thecurrentcosts of frontend processing servicethis analysidiad to project the number

of calls that would be received by tie! | ! /

@ Qigtdrn2rbhlicénterandthe number of

applications processe(intake)by the vendors (see Table Ball based on the established NAHAC
funding goalsdentifiedin Table 2 Actual data for a 3nonth period fromJune2017thru August2017

plusthe projected data foSeptember2017 andOctober2017 wereused to project the values for each
of these categorieas a part of thi@nalysis
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Baseline Projected Count of Files Funded, Applications Processed, New Calls Received & Total Calls Received
Sep-2017 Qct-2017 Now-2017 Dec-2017 Jan-2018 Fab-2018 Mar-2018 Apr-2018 May-2018 Jun-2018 Juk2018 Aug-2018 Sep-2018
Projected Countof Fles Funded Totals 8 3l U 8 5 5 8 6 7 8 8 %0 %0
Projected Count of H eat
tofected Cunt o omeowner gpliators | .+ o e m o owm w5 W B 5
Processed (Intake)
Projected Count of Total Calls Received
by credit.org L8 137 145 200 236 255 263 2000 367 354 3B 3L 3%l
(reduced by 10%)
Baseline Projected Count of Files Funded, Applications Processed, New Cals Recaived & Total Calls Received
2-month
Oct2018 : Now-2018 © Dec:2018 © Jan-2018 FO20I9 ¢ M2l Ape2019 : May2019 © Jun2009 Juk2018 Aug2019 : Sep2018 : Och2019 : NowXL9 G Dec:20l9 : Jan-220 ot
PoetedContolFlskunded[otdl) | 90 © 0 0w ® ®  ® ® % ® ® % % W % % u| i
Projctd Cuntof Homeoamer Aopica
wdedContofoneomerkgplatons | oG w ow ow owm ow oW % ow om oW W m| nm
Processed Infake)
Projected Count of Total Calls Received
bycredtorg W3 3L 3mL 3mL 3L 3L 3L %L 3% 3 ) 3 3 3% w5 | wm
feduced by 0%
Table3
G2 Consulting; GG Page] 10 9/26/17
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Front-end Processing Cost ProjectioggvVendorProvided Services)

Under the current Statement of Woykredit.org performs and is compernsd for providing three (3) of
four (4) front endprocessing servicdsee Table 1Based on the compensation criteria shown in Table 1
and the projected count of calteceivedand iles processed shown in Tablen& can project the

monthly compensation that would be paid to credit.org over then29nth analysis period.

Under the current 3Tiered structure, HCAs are compensated for providing homeowner services on

behalf of NAHAC. Bed on the NAHAC projected funding goals and the amoucbwipensation earned

by HCAs over a@onth period June2017 thruAugust2017, we can project the monthly compensation

that would be paid to the HCAs over the-2@nth analysis periodAdditionally an HCA Board has been
Sadlroft AaKSR GgKAOK gAtf OO +ta +y AYyGSNFIOS 0SiGsSS
$5,000 per HCA per year.

Table 4 shows the projections for freahd processing servicéisat would be paid to both credit.org
and the HCAs for the analysis peri&ebptember2017 thruJanuary 202D

Front-end Processing Support Services

) : Sep-2017 © Oct-2017 Now-2017 : Dec2017 | lan-2018 : Feb-2018 : Mar-2018 : Apr-2018 : May-2018 : lun-2018 Jul-2018  Aug-2018 © Sep-2018
(vendor provided services)

credit.org (Call Center Support & Triage Processing) %53 0 S0 : 168 ¢ SU1435 0 S13069 | S13886 | S14700 ¢ 616336 i S1T9I0 . 519603 i 20420 ¢ Sa1237 ¢ Sy

creditorg Intake Serices (Apps/Counselng]) |  $14090 | SIS82  SI7I3 S4ESE SI8181: S99 U3 66 SN SN SR SSTM 4579

credit.org (Program Management Services) 95000 55000 i 5000 i 5000 0 $5000 % %5000 1 85000 i 85000 ¢ 85000 ¢ 85000 i 85000 i 85000 . $5,000

TotalcreditorgCosts | 925625 $28.203 © $30781 41003 $46.49 i G888 (5LA06 | $96562 | SGLTIS  S6GEMA . $69d52 TR0 $TR.0%0

Housing Counseling Agencies Costs |  $1057 ~ S15801 © 6446 $9005 1034 i SIOSSE  S11603  $128 i SITI8L SISAT SIGMS U760 S20760

Frontend Servces Cost Totals | 35782 $44000  $37207 © $50.118  $96563 . $50786 463000 | $69454  4TBE9 S5 Sg5568 10370 493790

Front-end Processing Support Services W-month
bR 0ct-208 © Nov-2018 : Dec:2018 © Jan-2019 : Feb-200 | Mar-2000 : Apr-2010 : May-209 : Jun-2019 : Juk2019 : Aug-2000 : Sep-2019 © Oct2019 : Now-2019 : Dec:019 : Jan-2000
(vendor provided services| i : i ‘ total

credtorg (CalCenterSupport & Triage Procesing] | 920237 © S2237 ¢ QU2 0 SUBT U UMD U QU SUABT QU SuBT L QU2 SuBT i Sup i SunT o A | SSi536

cefton ke Seves fppfComseng]) | 5790 SR ST ST ST SR ST ST S SR ST ST SR SEM S S| s

creditrg Progam anagement Senices GO0 SO0 SO0 SO0 SO0 SN0 SN0 S0 SN0 M0 M0 SM0 Km0 $O0 $O0 §00| S50

Totolcreditorg Costs |  §72030 - 72030 ¢ G030 1 12030 - G030 - $T2030 0 00 S0 ¢ TG0 G700 §I2030 | G700 - §TA0%0 0 T30 - G700 - §0355 | 1771663

Housing Counseling Agencies Costs |  $26760 - $16760 | ~ $16760 :  $16760 : $16760 i $16760 i $16760 i $IO760 : SM67T60  SM6T60 : SALTG0 . STG0 : S67T60 . SI6T60  Sl670 :  S39| S

Frontend Semices CosTotdls | $98,790 - S68,790 %8870 © %8879 $88,790§ 88790 ¢ S8BT90 © SOL7T0 i SeBTe0 - S8BT : 10370 i $g3Te0 $98,790§ R8T 8790 104 | 2259385

Table4
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Front-end Processing Cost ProjectioggNAHAC irhouse procesp

Under this cost projectioNAHAC would bring all fromind processing services, includihg
homeownerprequalificaton services anthe homeowner intakerocessingervicesn-house.The

Tableb5
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