Breakout C Summary 
Maximize Your Technology: How Innovative Tools Can Improve Your Service Delivery

Moderator: Kevin Prophet, NeighborWorks America
Panelists: Cheryl Cassell, NHS of Baltimore

Cora Fulmore, Mortgage and Credit Center

Michael Plater, Fannie Mae

Topic: How technology benefits your organization

The three panelists focused on the software they are currently utilizing to make their jobs easier and more productive.  The software discussed was BestFITsm, CounselorMax and Home Counselor Online.  These products have proved valuable for each panelist’s organization.  Some of the features mentioned were improved file organizing, tracking, report writing and great export capabilities.

The participants all expressed that the “silos” need to be removed between servers and counselors.  Together, servers and counselors are concerned for the bottom line and for the client.  Technology is needed to handle the volume of work.  If there is tool that can address an organization’s needs, it will make users more efficient.  

Where do you see technology going in the future?  

From a counseling perspective – some tool that addresses all the options that are available to a family being counseled.  A modification is not the only option and not all options are available for every family.  Many counselors are not able to make a decision on what’s the best option without a clear perspective.

Technology prospective – counselors should be subcontracted for the services.  Model that creates limited delegation to the counselors so they can approve workouts up to a certain criteria.  If it doesn’t meet the criteria then it should be moved to another approval process.    

Recommendations given by participants:

Recommended that servicers have delegated authority to make the decisions in order to move cases through the process more quickly.
