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Inquiry Response Tool (IRT) Overview

The IRT portal enhances the way the Fannie Mae Expense Reimbursement Team responds to and tracks inquiries related to
expense reimbursement claims. Such claims include questions related to expenses denied, curtailed, or pending; unclear
guidelines around a claim submission, promissory note, deficiency collections, excess fees and costs and Investor Pre-Approval
(IPA) access/issue.

IRT Submitter

IRT is the single resource for performing the following tasks:

= Submitting inquiries related to claim reimbursement, Promissory Notes, deficiency collections, or excess fees;
=  Tracking the progress of an inquiry; and

= Viewingthe history of previousinquiries on a loan.

IRT Flow Chart and Timeline

The submitter receives an inquiry response from Fannie Mae and has seven calendar days (“seven days”) to respond. If a response
is not received within seven days, the inquiry closes and automatically changes to a “Completed” status.

NOTE: A new inquiry must be submitted if the submitter does not respond within seven days.
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Logging into the Inquiry Response Tool

1.
2.

NOTE: Forguidance on granting user access in Technology Manager, refer to the Granting Access via Technology Manager

for DRS Applications job aid, as applicable.

Access the Inquiry Response Tool (IRT).
Click Login with fmsso.

Fannie Mae’

About Mortgage
Production & Tracking =
Technology -

e Mortgage Production
S & Tracking Technology

SIMPLIFYING YOUR MORTGAGE NEEDS

Password/Username

Technical Support

WARNING: Unauthorized access to this system is prohibited and may be prosecuted by law. Sharing
the contents of this system with any unauthorized party is strictly prohibited. By accessing this system

you agree your actions may be monitored. Log in with fmsso

! Powersd by
g‘ DecisionReady

NOTE: Upon authentication via SSO, the user is automatically redirected to the DRS listings screen. This screen displays

only the DRS applications that the user is authorized to access.

Fannie Mae'
Alert List
**for the best performance results, please use Chrome browser**
IRT - Customer Inquiry
IRT Admin
CPT - HUD Claim Packaging
CPT Administrator
RES - Post Payment Documentation Request
RES Admin
ERP - Exception Reporting Portal
ERP Administrator
QCT - Quality Control Tracker
QCT Admin
MICP - Mortgage Insurance Claim Portal
MICP Administrator
ADMIN - Application Administration
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3. Click IRT - Customer Inquiry from the list of applications.

Fannie Mae’

IRT - Customer Inguiry

IRT Adimir

CPT - HUD Claim Packaging

CPT Administrator

RES - Post Payment Documentation Request
RES Admin

ERP - Exception Reporting Portal

ERP Administrator

QCT - Quality Control Tracker
QCT Admin

MICP - Mortgage Insurance Claim Portal
MBCP Administrator

ADMIN - Application Administration

The Dashboard displays after logging in and allows submitters to view, search, submit, and respond to inquiries.

9, inquiry L repasitory B users

Inquig D Efmas ¢

Dashboard
Inquiry Type Inquiry Category Status.
~ Deficiency Collactions. AR Clarification Compleen
* Disastar Property Inspaction| | | Approval Limit Abuss Dral
* Home-Saver Advanos Bidding/Changs Order Abuse | Final Panding
*MDG Fim BPO Reguast Firal Reviaw Search
* Non-Servicer CA Widfires Final Review In Prograss
* Promissary Note COT Escalafion - Priarity In Progress
* Red Flag Referrals Conflict of Interast Internal Hold
* Remesveas MUIN Cloime Buckes | el Dbl Fee akaliesn “ | e hd
Bearch
inquiry id batchid  fmaloan number Status vandor vandorid submitted by user inquiry type eategory created date Iast activity date ramaining activa days
6ITS0 Pending DFITAL WS Servicer Fupense Denied 07/29/3m9 OR/05{208 -3
= Inquiry Tab
= Repository Tab
= UsersTab
= Submitan Inquiry
| iry Tab
Fannie Mae' Welcome IRTACPT VPriwells Customer Inquiry
[ repository & users Inquiyi E% €6
Dashboard
Inquiry Type Inquiry Category Status
* Deficiency Collections AAA Clarification Completed
* Disaster Property Inspection| | | Approval Limit Abuse Draft
* Home-Saver Advance Bidding/Change Order Abuse Final Pending
*MDC Firm BPO Request Final Review Search
*Non-Servicer CA Wildfires Final Review In Progress
* Promissory Note CDT Escalation - Priority In Progress.
*Red Flag Referrals Conflict of Interest Internal Hold
* Ravarca HIIN Claime Packa ~ | | Coct RohuttalFecalation 1 N -
Search
inquiryid  batchid  fama loan number status vendor  vendorid  submitted by user inquirytype  category created date last activity date remaining active days
Pending DELTA1 WELLS Servicer Expense Denied 07/29/2019 08/05/2019 -30
Completed DELTAL WELLS Servicer Expense Denied 07/29/2019 08/05/2019 -30

This screen allows users to perform the following:
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= SearchInquiries

=  View the IRT Submitter User Manual

Search Inquiries
1. Select the applicable search criteria option from the drop-down menu:

= InquiryID
= REOID
= Loan Number

9, inquiry 33 repository & users

I Eme ©

REO ID

Loan Number

Dashboard

2. Entertheloan or ID number in the field to the right of the drop-down menu.

63750 search

Inquiry ID
REO ID
Loan Number

3. Click Search to display applicable inquiries.

NOTE: The “Remaining Active Days” column indicates the number of days that remain for the submitter to Accept or Re-
Open the inquiry. If no action is taken, the inquiry status changes to “Closed” or “Cancelled”.

@, inquiry Q0 repository B users iy v 6750 el % B
Dashboard
Inquiry Type Inquiry Category Status

* Deficiency Collections AAA Clarfication Completed

* Disaster Property Inspection| | | Approval Limit Abuse Draft

* Home-Saver Advance Bidding/Change Order Abuse  Final Pending

*MDC Firm BPO Request Final Review Search

* Non-Servicer CA Wikdfires Final Review In Progress

* Promissory Note CDT Escalation - Priority In Progress

* Red Flag Referrals Conflict of Interest Internal Hold

* Rauarsa HILIN Claims Parka Cnet Rahittal/Feralation T Naw

Search

inquiryid  batchid  fnma loan number Status vendor  vendorid  submitted by user inquirytype  category created date  last activity date remaining active days

63750 Pending DELTAL  WELLS Servicer Expense Denied 07/29/2019 08/05/2013 31

‘ NOTE: Users can also search for inquiries using the following:

=  Search Filters - These filters allow users to narrow the search of current or previous inquiries based on selected criteria.

@ Fannie Mae' Welcome IRTACPT vPriWelks Customen Inquiey
9, inquiry I repository B users 1234567691 [N [13
Dashboard
Tnquiry Type Inquiry Category Status
N |
Ak Clarifcation Completed
Approval Limit Abuse Orat
Bidding/Change Order Abuse || Final Pending
BPO Request Final Review Search
* Non-Sarvicer CA Wildfres Final Revigw In Progress
* Pramissory Nota COT Escalalion - Priority In Progress
* Red Flag Refermals Canflict of Interest intemal Hold
+ Ranaroa HUID Claime Backa *| | st RabustaliEscalation N
Search
inquiryid  batchid  fnma loan number Status wvendor  wendorid  submitted by user inquirytype  category. cresteddate  last activity date remaining active days
5 Pending DELTAL  WELS Servicer Expanse Denied 071252019 08032019 30
Completed DELTAL  WELS Servicer Expense Denied or28/2015 80372013 )
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2

Search Inquiries in queue - An additional search function that returns results from the user’s queue based on selected
criteria.

Fannie Mae'

9, inquiry 31 repository & users

‘Welcome IRTACPT VPriwells Customer Inquiry v

123567691 [ % €
Dashboard
Inquiry Type Inquiry Category Status
*Deficiency Collections AAA Clarification Completed
* Disaster Property Inspection | | Approval Limit Abuse Draft
* Home-Saver Advance Bidding/Change Order Abuse || Final Pending
“MDC Firm BPO Request Final Review Search
* Non-Servicer CA Wildfires Final Review In Progress
* Promissory Note: CDT Escalation - Priority In Progress
* Red Flag Referrals Conflict of Interest Internal Hold
* Davarea HIIN Claime Dacka | | Cact DahuttaliFeralatinn 2 N s
| Search
inquiryid | batchid  fnma loan number status vendor  vendorid  submitted by user inquirytype  category createddate  last activity date remaining active days
Pending DELTAL WELLS Servicer Expense Denied 07/29/2019 08/05/2015 -30
Completed DELTAL WELLS Servicer Expense Denied 07/29/2019 08/05/2019 -30

View the IRT Submitter User Manual

%

1. Clickthe

Fannie Mae'

9, inquiry 3 repository B8 users

icon.

Welcome IRTACPT VPriwells Customes Inquiry

[T 1234567891 [ [ 13
Dashboard
Inquiry Type Inquiry Category Status.
* Disaster Property Inspection| | | Approval Limit Abuse Draft

* Home-Saver Advance
* MDC Firm

* Non-Servicer

* Promissory Note

* Red Flag Referrals

* Ravarca 1IN Claime Parka

Bidding/Change Order Abuse
BPO Request

CA Wikdfires

COT Escalation - Priority
Conflict of Interest

st DohuhalFeralation

Final Pending

Final Review

Final Review In Progress
In Progress

Intemal Hold

o

Search

Click on the Resources tab and then click on the IRT - Submitter User Manual link to open the manual.

Help x

resources terms aaa matrix

Resources

IRT User Manual

S

Repository Tab

1. Click onthe Repository tab.

@ Fannie Mage
9, inquiry [T repository |8 users

Wikome IRTACRT VPriwells Custamer Inquiry

mquiry 1D [ saarch I | 13

Repository

Select Seaic Criterie|Optional) BHKI Calegory Rool Cause Detail Assigned User

Recaived Date w© nquiry Type -Select- | stamus -Seleck w || Atturney Fees O - Question - Policy guidefataus
Coun Costs 0 - Systam |ssue

Clased Date to inquiry Categary [ -Seledl . Deductible P - Expenge - nol peid Lo lalersnes
Dafauk Sanvices Faas P - Ignoead - quidaines/communization

Type | Belect - Eviction Custs ¥ - ignued - pnutesicomments
Last Actiuity Date o Vendor Select Filinn Cncks. 5 iim_. lata suhmizzinn
Rasel Filtor
Search:
inquiryid | batchid  famaloannumber | caimid | stabes | vendor  vendorid | submitied byuser | inquirybype | category | vendortype | bkicategory | reciveddate | closed date | Bastactivity date

remaining active days

2. Enter or select search criteria in any of the following fields and click Filter.
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=  Received Date (from and to)

=  Closed Date (from and to)

= lastActivity Date

= |nquiry Type

NOTE: Refer to Appendix A: Inquiry Types.

= Inquiry Category

NOTE: Refer to Appendix B: Inquiry Categories.

= Vendor Type

= Status

NOTE: Referto Appendix C: Inquiry Statuses.

=  BKI Category
= Root Cause Detail

= Assigned User

Fannie Mae' Welcome IRTACPT VPriwells

9y inquiry |3 repository &k users

Customer Inquiry

\nauiry D 3% €
|
Repository
Select Search Criteria(Optional) BKI Category Root Cause Detail Assigned User
Received Date  06/01/2017 to (081052017 Inquiry Type Select Status  -Select. Attomey Fees O - Question - Policy guide/status
Court Costs 0 - System lssue
Closed Date t Inquiry Category | Select- Deductible P - Expense - not paid to tolerance
Default Services Fees P - Ignored - guidelines/communicatior
. Eviction Costs P - Ignored - potesicomments
ele
LSSACHNY Dbk % SO T/ Select Filing Costs, S Claim _ late submission.

Reset | Filter ]

The search results display.

foset L & export to Excel
Search:
inquiry id|batch id fama loan number daim id status vendor|vendor id submitted by user  inquiry type category vendor type bki category|created date closed date last activity date  remaining active days
P110000156034  Closed DELTAL WELLS Servicer  PFM - Prod Framework Mgmt  SERVICER 07/21/2017 09/26/2017  09/26/2017
CLMO0027648 Closed DELTAL WELLS Servicer PFM - Prod Framework Mgmt  SERVICER 07/19/2017 09/26/2017  09/26/2017 ‘

‘ NOTE: Refer to the Exporting Inquiries to Excel section for steps on how to export a list of inquiries.

Exporting Inquiries to Excel
Perform the following steps to export inquiries of the selected search criteria:
1. Click Export to Excel.

9y inquiry [0 repository B users

Inquiry 10 EZ %
Repository

Select Search Criteria(Optional)

BKI Category Root Cause Detail

Received Date to Inquiry Type -Select- Status | -Select- Attorney Fees O - Question - Policy guide/status
Court Costs O - System Issue

Closed Date to Inquiry Category [ -Select- Deductible P - Expense - not paid to tolerance
Default Services Fees P - Ignored - guidelines/communicatior

Last Activity Date © VendorType | -Select 5 Eviction Costs P - Ignored - pnotesicomments

Filinn Costs. S . Claim . late submission.
Roost s

2. Thefollowing pop-up message displays. Click Open, Save or Cancel, as applicable.

© 2025 Fannie Mae 7.24.25 Page 8 of 20



Do you want te open or save IRT-Repository-2017-01-31.dsx (3.72 KB) from fanniemaeuat.decisionreadysolutions.com? Open Save | ¥ Cancel

NOTE: An Excel spreadsheet opens in .CSV format and displays the results.

File  Home Insert Pagelayout Formulas Data Review View Help  ACROBAT

) PROTECTED VIEW  Be careful—files from the Intemet can contain vinses. Unless you nee s safer to stay n

F 6 H | I 4 L M N 0 » q 7 s T
Pl Inquiry ID | Batch D FNMALoan Number CliimiD Status Vendor VendorlD SubmittedByUser InquiryType Category VendorType RootCause RootCauseDetad BKICategory ReceivedDate ClosedDate LastWorked By LastActivityDate Last Activity By Assigned User
2 2675 S4610546 Closed  SAFEGUAR TR138705 Nor-Senvicer  Expense Pe FIELD SERVICES Submitted Inc 6/1/2017 3:36:476/12/2017 12: 6/12/2017 120500
3 26759 ] 54609293 Closed  SAFEGUAR TR138705 Nor-Servicer  Expense Pe FIELD SERVICES Submitted Inc 6/1/2017 3:40:576/12/2017 12: 6/12/2017 120500

Submit an Inquiry

The vendor inquiry workstation allows users to submit a single or batch set of inquiries.

Single Inquiry Submission
Perform the following steps to submit a single inquiry:

1. Click onthe Inquiry tab and select Create New Inquiry from the drop-down menu.

2, inquiry EBE repository Q& users
create new inquiry —

create inquiry batch

2. Enterallapplicable information related to the inquiry, including the required fields denoted with an asterisk (*). The Create
New Inquiry screen varies based on the Inquiry Type associated with the user’s profile.

NOTE: Refer to Appendix A: Inquiry Types and Appendix B: Inquiry Categories.
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Fannie Mae' Welenme Traluing Visntior-Prinisry Customer Inquiry ]
%, inquiry ] repository Qb users Inquing D[] | search [N [ 3
inquiry detail || inquiry activir,

Create New Inquiry
Inquiry Details
* Inquiry Type Selecr (v * Wendor Type -Select- [~

0 Vendor ID

Inquiry Details

* Inquiry Categary Select[]
* £MMA Loan Number REOID

* Clgim 1D Claim Submitted Date
Claim Amount Claiem Paid Date
Related i

* Inquiry Description

supporting Documents {provide as applicabile)
Document Name Uplaad Date Size Action

No dacuments uplzaded

Documer ot Select

Deseription File 22
Document Select z
Deseription File rovee.
Document Select T
Deseription File
Document Select .,
Description File
Document Select o
Description File
Line items Detals (provide a5 applicable] +
571 Line tem Reguested Amount Amount Paig Comments Response

Save Submit

Batch Inquiry Submission

Perform the steps in this section to submit a batch inquiry. Inquiries uploaded in a batch are addressed as individual inquiries
after being uploaded in the tool. Each batch may only contain one Inquiry Category per upload. Multiple batches may be
necessary if submitting inquiries that require more than one Inquiry Category.

\ NOTE: For example, if there are 100 inquiries and 50 of them are Expense Curtailed and 50 are Expense Denied, the user
‘ submits two batches, one for each Inquiry Category.

1. Click ontheInquiry tab and select Create Inquiry Batch.

9. inquiry ;Q: repository Q& users
create new ingquiry

create inquiry batch | g——n

The Create Inquiry Batch screen displays.

Create Inquiry Batch

Abatch of inquiries can be submitted using the attached template.

Download template
Al fields noted as required (* ) must be included.
The template upload must be in CSV format.

Inquiries submitted via the batch process will receive individual response upon review by Fannie Mae.

* Inquiry Type -Select- [v]

Vendor Type Select [v]

* Inquiry Category -Select-[V]

* upload file with inquiries Browse.

Upload Bateh File:

2. Click onthe Download Template link.

© 2025 Fannie Mae 7.24.25 Page 10 of 20



Create Inquiry Batch

A batch of inquiri b i ing the

Al fields noted as required (* ) must be included.

The template upload must be in CSV format.

* Inquiry Type
Vendor Type
* Inquiry Category

* Upload file with inquiries

template.

Inquiries submitted via the batch process will receive individual response upon review by Fannie Mae.

-Select-
Select-  [v|

Select-[v]

&)

Browse.

Upload Batch File

An Internet Explorer pop-up window displays.

3. Click Open or Save.

What do you want to do with batch_template.csv?

Size: 190 bytes
From: fanniemaeuat. decisionreadysclutions.com

2 Open

The file won't be saved automatically.
< Save

<% Saveas

Cancel

The spreadsheet opens in Microsoft Excel.

4. Enterallrequired information and any additional information that supports the claim.
5. Savethefilein.csvformat.
H ©- &= batch_template [Read-Only] - Excel 7 = - o %
HOME  INSERT  PAGELAYOUT ~ FORMULAS  DATA  REVIEW  VIEW
LT v = =, Eolnsert - 2 - A
Calibri S s A A T == ®- E |Genenl = l__,'d } Ad
PltﬁE‘@' By CIFDt Cell & Delete - E'Szrt&;'d‘;
aste B I U-~- - - - === & 5= - - <o onditional Formatas Cel e 0 in
- == A == $-% 0 %3 Formatting= Table~ Styles~ 5 Format~ & = Ejero gelect~
Clipboard & Font [F] Alignment ] Mumber [F] Styles Cells Editing A
B2 M fr v
A B c D 3 F 5 H | -
1 |SSID Vendor ID FNMA Loan Number (Required Field) RED ID Claim ID (Required Field) Claim Submitted Date Claim Amount Claim Paid Date Inquiry Description (Required Field)
2] [
3
4
5
6

6.

Click Browse and navigate to the file saved in the previous step.
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Create Inquiry Batch

A batch of inquiries can be submitted using the attached template.

tem
All fields noted as required (* ) must be included.
The template upload must be in CSV format,

Inquiries submitted via the batch process will receive individual response upon review by Fannie Mae.

* Inquiry Type Servicer v/

Vendor Type SERVICER|v|

* Inquiry Category Expense Curtailed | v/

* Upload file with inquiries C:\Users\b8urpc\Desktop\Test Batch.csv Browse..
7. Click Upload BatchFile.

Create Inquiry Batch

A batch of inquiries can be submitted using the attached template.

Download template

All fields noted as required (* ) must be included.

The template upload must be in CSV format.

Inquiries submitted via the batch process will receive individual response upon review by Fannie Mae.

* Inquiry Type Servicer [v]

Vendor Type SERVICER[v]

* Inquiry Category Expense Curtailed l’

* Upload file with inquiries C:\Users\b8urpc\Desktop\Test Batch.csv Browse...

Upload Batch File | m—

A pop-up message displays that includes the batch number and indicates if the upload was successful. Click on the Inquiry tab to

view all inquiries.

Upload Batch File

Successfully Added 1 Inguires to Batch 52 s—

Receive and Respond to an Inquiry

The submitter receives a response from the Analyst and performs one of the following within seven business days:

= Provide additionalinformation to the Analyst

= Acceptorreopen theinquiry

© 2025 Fannie Mae 7.24.25 Page 12 of 20



Provide Additional Information to Analyst

If the Analyst requests additional information, the inquiry displays on the submitter’s dashboard in a Pending status.

1. Click onthe Inquiry ID.

Dashboard
Inquiry Type Inquiry Category Status
M = 2
Non-Servicer Expense Curtailed Completed
Expense Denied Draft
Expense Pending Final Pending
System Issue Final Review Search
Unclear Guidelines Final Review In Progress
InProgress
New
=l =] | Pending =l
81 Search
inquiryid = batchid fnmaloan number Status vendor inquiry type  category created date last activity date remaining active days
] — Pending Expense Curtailed 04/29/2015 05/18/2015 7

Review the External comment in the Inquiry Comment History to determine what the Analyst is requesting.
Enter the additional information requested by the Analyst in the Vendor Comment section.

NOTE: The current character limit is set at 1000.

571 Una itam Aaquarted Amount

Smpzne Bstiom
[ e T—

Lira Hems Dutsis (provide sa soplicable) +

571 Lina e Regumated Bmou Aemnaril Paid Eommanis L]

4. Click Save Comment.

NOTE: The comment does not save if the user does not click Save Comment prior to sending the inquiry back to the Analyst.

571 Line em Requested Amount Amount Paid Comment Response Actions

No Claim Line Items!

Line Items Details (provide as applicable)

571 Line Item Requested Amount Amount Paid Comments Response
Vendor Commaent

Enter additional information requested.

5. Scrollto the Supporting Documents section and upload additional documentation, if applicable.

Supporting Documents (provide as applicable)

Document Name

Upload Date Size Action
Backup 07/29/2019 53 KB o)
Document Select
Description File Srowse... | luUpload

6. Click onone of the following to update the inquiry status:

Save - Click this button to save the inquiry and keep it listed on the dashboard.

Submit - Click this button to send the inquiry back to the Analyst.
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= Cancel - Click this button to cancel the inquiry.

NOoTE: No further action can be taken once Cancel is clicked.

Inquiry Comment History

Type Date User Comment
Hello i, Thank you for reaching out. | have verified through the attached tax bill, the county taxes in amount of $145.17 are supported by
8/5/2019 service dates 4/1/2018-6/30/2018. A claim can be resubmitted for the county taxes in amount of $145.17 with service dates
External 7:17:04

AM

or @FannieMae.com.

Root Cause : Submitted Incorrectly

Root Cause Detail : S - Date, Service - not provided/incorrect

BKI Category : Taxes

| Save Submit Cancel

Accept or Re-Open the Inquiry

Perform the following steps to accept or re-open a Completed inquiry:

1. Click onthe Inquiry ID.

4/1/2018-6/30/2018. Please respand to this inquiry and advise when Wells Fargo re-submits the claim, so that | can personally ensure timely
processing and close this issue. | appreciate you and our partnership, if you have any questions or need further clarification, please reach me at

Dashboard
Inquiry Type Inquiry Category Status
 n e onmessory IR oo eosemens =
Non-Servicer Expense Curtailed Completed
Expense Denied Draft
Expense Pending Final Pending
System Issue Final Review Search
Unclear Guidelines Final Review In Progress
In Progress
New
= 2| | Pending =l
& Search
inquiryid = batchid fomaloannumber  Status vendor inquirytype  category created date  last activity date  remaining active days
7 Completed Expense Curtailed 04/29/2015 05/18/2015 7

2. Review the “Completed” inquiry.
3. Isany further action required?

= Yes - Proceed to the next step.

= No - Click Accept and then Submit to close the case.

Root Cause : Duplicate Request
Root Cause Detail : S - Expense - not reimbursable

BKI Category :

Accept Re-Open

4,

what is entered in the user profile, but it can be updated, if needed. Click Submit

Line tems Details (provide 2s applicable) +

571 Line ftem Requested Amount Amount Paid Response

Vendar Comment

Comments

Save Comment

Click Request Call, as applicable, to enter a message and request a call back. The phone number pre-populates based on
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Request Call

Request Call info (IRTACPT VSecWells)

Phone

4-242-
Narmbes 214-242-1234

Phone Comment

Please call me to discuss.

Submit

5. Enter comments for the Analyst, if needed, and then click Save Comment. Do not click Re-Open until all comments are

Line Items Details (provide as applicable) +
571Line Item Requested Amount Amount Paid Comments Response
R
Vendor Comment
a iment

Inquiry Comment History

Type Date User Comment

Thank you for providing the supporting documentation. We will use the documents to
External 8/1/2019 11:53:16 AM IRTACPT Analyst complete our QC review if the documentation was submitted within the document

request deadline date and/or extension approval date.

Root Cause : PFM - 1 or More Expenses Not Supported by Docs (PFM Only)

Root Cause Detail :

BKI Category :

Accept Re-Open

6. Click Re-Open to send the inquiry back to the Analyst.

Root Cause : Duplicate Request

Root Cause Detail : S - Expense - not reimbursable

BKI Category :

Accept

Re-Open

7. Click Submit to decision the Pending inquiry.

Save

Submit

View Inquiry Activity
Click on the Inquiry Activity tab, located to the right of the Inquiry Detail tab, to view an audit trail of inquiry case assignments
and statuses by Username, User Role, Date of Change, and the Description of Change Made.

inquiry detail inguiry activity

Inquiry Activity

Username User Role
IRT Admin
IRT Lead
IRT Vendor Secondary
IRT Analyst
IRT Analyst
IRT Vendor Secondary

Date of Change

08/27/2018 03:48:18
05/07/2018 06:10:43
07/12/2017 05:43:16
07/06/2017 01:38:42
07/06/2017 10:11:35
06/30/2017 11:2%:52

Cancel

Description of Change Made
Re-Opened In Progress to Closed
Re-Opened to Re-Opened In Progress
Completed to Re-Opened

In Progress to Completed

MNew to In Progress

New
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Review the Root Cause

Submitters may view the Root Cause on the Inquiry Details screen after the inquiry has been decisioned. The Root Cause field
displays the reason the inquiry was originally submitted based on Fannie Mae’s assessment.

Inquiry Comment History
Type Date User Comment

Hello Daniel, Your expense submission has been cancelled/rejected per your request.

External 2/20/2018 8:16:23 AM Fannie Mae Analyst
Thank you.

Root Cause: Submitted Incorrectly h

In addition to the Inquiry Details Screen, users can view the Root Cause data within the Excel spreadsheet generated from the
Repository Screen.

NOTE: Refer tothe Exporting Inquiries to Excel section for steps on how to export a list of inquiries.
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Appendices

Appendix A: Inquiry Types

The following inquiry types indicate the internal group that is receiving the inquiry based on their vendor/servicer profile:

Category

Description

Deficiency Collections

The collection pursuit of strategic defaulters for deficiency balances after
foreclosure

Disaster Property Inspections

Used for managing property inspections related to disasters

HomeSaver Advance The collection pursuit of borrowers who signed a HomeSaver Advance Note as
part of a workout solution to avoid foreclosure
MDC Firm Thisis for inquiries related to excess fees and costs

Non-Servicer

These inquiries are primarily for REO vendors

Promissory Note

The collection pursuit of borrowers who signed a Promissory Note as part of a
workout solution during liquidation (DIL/SS) of the property

Reverse HUD Claims Packaging

Reverse mortgage inquiries for REO vendors

Reverse Non-Servicer

Reverse mortgage inquiries for REO vendors

Reverse Servicer

Reverse mortgage inquiries

Servicer

Inquiries that are servicer related

Appendix B: Inquiry Categories
The category is based on the type of inquiry being submitted.

Category

Description

AAA Clarification (MDC Firm Use
Only)

This option is requesting additional information or clarification on the AAA
Matrix.

BPO Request (Deficiency
Collections Use Only)

The request for PDF copies of BPO/appraisals.

CA Wildfires

Disaster inspection specific to wildfires in California.

CDT Escalation

Internal escalation submitted by the Customer Delivery Teams (CDTs).

CDT Escalation - Priority

Internal escalation submitted by the CDTs and reviewed by a manager.

Cost Rebuttal/Escalation (MDC Firm
Use Only)

The cost was denied, curtailed, or the user is requesting an additional Fannie
Mae review.

Data Request (Promissory
Note/Deficiency Collections/Home-
Saver Advance Use Only)

General request for data only/adhoc.

Deboarding Issue (Home-Saver
Advance Use Only)

Items related specifically to the mass closing of accounts within the H.S.A
portfolio
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Document Executions The request from a vendor to have a document executed by Fannie Mae and/or
(Assignments) (Deficiency Servicer.
Collections Use Only)

Claims Packaging Use Only)

Document Request (Reverse HUD

Request for any additional documents relative to the claim, excluding eviction
chronology and marketable title letter.

Claims Packaging Use Only)

Eviction Chronology (Reverse HUD

eviction firm.

Detailed timeline of events that took place during the eviction process from the

Excess Fee

This category should be used only for inquiries specific to the excess attorney
fees process.

Expense Curtailed

The claim was not paid in its entirety. Only part of the claim was paid.

Expense Denied

The entire claim was denied.

Expense Pending

The claim has been submitted, but not yet been paid, rejected/denied or
curtailed.

Use Only)

Fee Rebuttal/Escalation (MDC Firm

The fee was denied, curtailed, or the user is requesting an additional Fannie Mae
review.

GeneralInquiry (MDC Firm Use
Only)

This option is for general IPA inquiries.

General Inquiry (Promissory

Saver Advance Use Only)

Note/Deficiency Collections/Home-

General inquiry (not specific to just data)

HUD Claim Return (Reverse HUD
Claims Packaging Use Only)

Use if a claim is returned or rejected.

Incomplete Boarding Data
(Deficiency Collections Use Only)

Issues and/or requests related specifically to the Vendor Assign List report that is
generated by Fannie Mae and sent to collection vendor.

IPA Access/Issue (MDC Firm Use
Only)

The system used to submit IPA requests is not working properly or a user is
having trouble accessing the system.

IRS Form 1099C (Deficiency
Collections/Home-Saver Advance
Use Only)

Reporting and/or issues related specifically to IRS form 1099c.

Legal (Promissory Note/Deficiency
Collections Use Only)

Legal defense issues and/or approval to seek legal pursuit against borrowerf(s).

Manual Claim Request (Internal Use
Only)

This is for claim reimbursement expense that cannot be processed via traditional
claim processing channels (request requires business pre-approval).

Marketable Title Incorrect/Issue
(Reverse HUD Claims Packaging
Use Only)

To be used if it is determined that dates relative to the marketable dates
submitted are incorrect.

MI Data (Promissory
Note/Deficiency Collections Use
Only)

Issues concerning promissory notes/deficiency collections, and Ml companies.
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Missing Initial/Missing
Supplemental (Reverse HUD Claims
Packaging Use Only)

To be used if there is a claim that is due, but it has not yet been received.

Note Request Validation
(Promissory Note Use Only)

Missing Promissory note/research requested.

NPI Request (SSN) (Promissory
Note/Deficiency Collections/Home-
Saver Advance Use Only)

Missing SSN/requesting non-public information for collection purposes.

Other (Reverse HUD Claims
Packaging Use Only)

Use when inquiries are not covered by other inquiry categories.

PFM - Prod Framework Mgmt.

Used as directed for claims submitted through the PFM Claim Type only.

PFM - QC Document Request

Used as directed for claims submitted through the PFM Claim Type only.

QAR Request/Follow-up (Deficiency
Collections Use Only)

Any correspondence that is specifically related to the QC process known as QAR,
Quality Assurance Review.

Referral Request (Deficiency
Collections Use Only)

The request from collection vendor to refer an account for collection pursuit.
Reason for the request is necessary.

Reporting (Promissory Note Use
Only)

Items related to remittance or collection activity reporting as well as missing
prom notes report.

Servicer Contacts/Data/Document
Requests (Deficiency Collections
Use Only)

The request for information from servicer(s) where Fannie Mae’s involvement is
required.

Settlement Approval (Promissory
Note/Deficiency Collections/Home-
Saver Advance Use Only)

The request for a settlement which is below collection vendor’s threshold.

Settlement Campaign Approval
(Promissory Note/Deficiency
Collections/Home-Saver Advance
Use Only) Use Only)

Approval for collection campaigns that cover a large bandwidth of accounts at
reduced settlement amounts.

System Issue

The system used to submit claims is causing claims to be rejected/denied.

Unclear Guidelines

The current expense reimbursement submission guidelines or supporting job
aids are not clear on how to submit claims.

Red Flag Referrals (Internal Use
Only)

Use to escalate red flag related items.

Reporting (Deficiency Collections
Use Only)

Items related to remittance, DVD, Vendor Assign List, or other misc. reports
generated by collection vendor or Fannie Mae.

Reporting (Home-Saver Advance
Use Only)

Items related to remittance, collection activity, Dashboards, or other misc.
reports generated by collection vendor or Fannie Mae.
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Appendix C: Inquiry Statuses

Status Definition

Draft Submitter can save work in progress before they submit
the inquiry.

New System assigned, but not yet reviewed.

In Progress Fannie Mae review started.

Pending IRT submission returned to submitter for additional
information.

Cancelled IRT submission returned to submitter, but additional
information was not received within 7 days.

Completed Fannie Mae review completed and sent to submitter for
review.

Re-Opened The submitter Re-Opened the Completed inquiry.

Re-Opened In Progress

Fannie Mae review of the Re-Opened inquiry is in progress.

Re-Opened Pending

The inquiry was sent to the submitter, pending additional
information.

Final Review

The submitter Re-Opened the Completed inquiry for a
second time. This will be the last opportunity for a rebuttal.

Final Review In Progress

Fannie Mae final review of the Re-Opened inquiry isin
progress.

Final Pending

The inquiry was sent to the submitter, pending additional
information. This will be in a Final Review stage.

Research New

The inquiry was assigned to the Research Analyst, not yet
reviewed.

Research In Progress

Research review started.

Research Pending

IRT submission returned to submitter by the research team
for additional information.

Closed

48-hour hold of the Completed inquiry expires or Submitter
accepts response from the Research Analyst.
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