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Frequently Asked Quesfions 
 

Chapter 1. General Program Informafion 
 

1-1 How can an agency obtain a copy of 24 CFR Part 214 and the latest version of HUD  
Handbook 7610.1 REV-6?  

 
Answer: 24 CFR Part 214 is available at hftps://www.ecfr.gov/current/fitle-24/subfitle-
B/chapter-II/subchapter-B/part-214    
 
HUD Handbook 7610.1, REV-6 is available at HUDClips. 

 
1-2 Is an Intermediary the same as a parent organizafion?  
 
Answer: The term “parent organizafion” is not an official term. The official definifions are 
provided in 24 CFR Part 214. However, the term ‘parent organizafion’ is somefimes used to 
describe HUD-approved organizafions that provide housing counseling services indirectly 
through their branches or affiliates. 
 
1-3 How do I know who my Point of Contact (POC) is? 

 
Answer: Please send a request via email to housing.counseling@hud.gov and you will receive a 
message back with your POC’s contact informafion. 
 
 

Chapter 2. Obtaining Hud Approval 
 
2-1 When applying for Agency Approval, what informafion does an agency need to  
provide about its board members on the HUD-9900a? 

https://www.ecfr.gov/current/title-24/subtitle-B/chapter-II/subchapter-B/part-214
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Answer: Agencies should provide the Board Member’s name and fitle, employer name, dufies, 
home address, and telephone number. 
 
2-2 When applying for Agency Approval, what informafion does an agency need to  
provide about its housing counseling staff on the HUD-9900a? 
 
Answer: Agencies should provide the name and fitle of each housing counseling staff member, 
dufies, length of employment, whether staff member works full or part fime, or volunteers, 
along with their home address and telephone number. 
 
2-3 What are the key qualifying criteria for an agency to be approved to parficipate in  
HUD’s Housing Counseling Program? 
 
Answer: The criteria for an agency to be approved to parficipate in HUD’s Housing Counseling 
Program are delineated in Chapter 2 of HUD Handbook 7610.1 REV-6. 
 
2-4 How does an agency become HUD-approved? 
 
Answer: A Local Housing Counseling Agency, State Housing Finance Agency, Mulfi-State 
Organizafion or Housing Counseling Intermediary may be approved by HUD to parficipate in the  
Housing Counseling program upon meefing the requirements enumerated in 24 CFR Part 214  
and the HUD Handbook 7610.1 REV-6, Chapter 2.  In order for an agency to parficipate in HUD’s 
Housing Counseling Program, all individuals who provide housing counseling services, including 
homeownership and rental housing counseling, must be HUD cerfified. The agency must also 
complete and submit all the required documentafion for applicafion outlined in HUD-Form 
9900. 
 
2-5 How do I know the locafions of other HUD approved Housing Counseling Agencies  
required for the map in the work plan? 
 
Answer: You can find the locafion of all approved housing counseling agencies in your area by 
using the HUD locator at Talk to a Housing Counselor.  
 
2-6 How do I know the locafions of other HUD approved Housing Counseling Agencies  
required for the map in the work plan? 
 
Answer: You can find the locafion of all approved housing counseling agencies in your area by  
using the HUD locator at Talk to a Housing Counselor.  
 
2-7 What is an Ineligible Parficipant?  

 
Answer: An ineligible parficipant is an agency, including any of the agency's directors, partners, 
officers, principals, or employees who has been:  
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1. Suspended, debarred, or otherwise restricted under the Department's or any other 
federal regulafions;  

2. Indicted for, or convicted of, a criminal offense that reflects upon the responsibility, 
integrity or ability of the agency to parficipate in housing counseling acfivifies. Examples 
of such crimes include, but are not limited to, fraud, bribery, corrupfion, embezzlement, 
idenfify theft, money laundering, etc. These offenses include criminal offenses that can 
be prosecuted at a local, state, or federal level;  

3. Subject to unresolved findings because of HUD or other government audit or 
invesfigafions.   

 
2-8 What documents are required for a State Housing Finance Agency (SHFA) to submit in  
order to parficipate in the HUD housing counseling program? 
 
Answer: SHFAs are not required to submit an applicafion for approval to parficipate in HUD’s  
housing counseling program as long as they have statutory authority to provide housing  
counseling throughout their enfire state and adhere to all program requirements outlined in 24  
CFR Part 214, the HUD Housing Counseling Handbook 7610.1 REV-6, and other governing 
documents.  
 
To parficipate in HUD’s Housing Counseling Program, SHFAs must either:  

1. Submit a successful grant applicafion or otherwise be awarded a HUD housing 
counseling grant; or  

2. Submit a request and provide HUD with a list of affiliates, if applicable, and assure that 
they meet all program requirements. SHFAs not planning to submit a housing counseling 
grant applicafion or that failed to receive funding from HUD but are sfill interested in 
parficipafing in HUD's Housing Counseling Program must submit the informafion 
required for SHFAs in form HUD-9900, Housing Counseling Program Applicafion. 
 

 

Chapter 3. Delivery Of Housing Counseling Services 
 
3-1 Our agency, a State Housing Finance Agency (SHFA), was not awarded a HUD  
Comprehensive Housing Counseling grant. Must we sfill perform oversight acfivifies over our 
network of agencies? 
 
Answer: Yes, a State Housing Finance Agency (SHFA) parficipafing in HUD's Housing Counseling 
Program must perform oversight acfivifies over its network of affiliates. Even if an agency does 
not receive HUD funding in a parficular grant year, any agency parficipafing in the Housing 
Counseling Program is subject to HUD requirements. According to HUD Housing Counseling 
Handbook 7610.1, REV-6 it is the responsibility of the intermediary enfity to evaluate inifial and 
ongoing eligibility and ensure compliance of branches and affiliates in its network. 

 
3-2 What is the definifion of LEP?  



 
Answer: Individuals are limited English proficient or “LEP” if they do not speak English as their 
primary language and have a limited ability to read, speak, write, or understand English. These 
individuals may be enfitled to language assistance with respect to a parficular type or service, 
benefit, or encounter. For more informafion, visit www.lep.gov or Execufive Order 13166, 
Improving Access to Services for Persons with Limited English Proficiency (LEP). 
 
3-3 Are Parficipafing Agencies required to conduct supervisory monitoring and quality  
control of their branches, affiliates and/or subgrantees? 
 
Answer: Yes, the housing counseling work plan must include supervisory monitoring and quality 
control procedures. Refer to HUD Handbook 7610.1 REV-6, Chapter 3, Paragraph 3-2(A)(13). 
 
3-4 As a Local Housing Counseling Agency (LHCA) we provide financial literacy workshops  
and counseling services to clients under the age of 18. How should we count these clients on 
our HUD 9902, and are we allowed to bill HUD for these clients? 
 
Answer: HUD housing counseling regulafions do not sfipulate or restrict housing counseling 
acfivifies based on client age. However, HUD does provide specific guidance on HUD approved 
housing counseling, educafion, and outreach topics in Chapter 3, Paragraph 3-6 of the HUD 
Housing Counseling Handbook. If an agency wishes to seek reimbursement for group educafion 
sessions, the session content must meet the requirements outlined in the handbook, and a 
group educafion file must be maintained, as defined in Chapter 5, Paragraph 5-8 of the HUD 
Housing Counseling Handbook. A group educafion file must include a collecfion of demographic 
data for all educafion parficipants. HUD recommends the agency devise a simple, anonymous 
form for households to complete at the beginning of group educafion sessions. 
 
3-5 Can HUD Housing Counseling grant funds be used to reimburse the salaries of staff  
that do not provide direct housing counseling services? 
 
Answer: Grant recipients may request reimbursement for costs specified in the Eligible Acfivifies 
secfion of the relevant Comprehensive Housing Counseling NOFO. HUD housing counseling 
grant funds may be used to reimburse the salaries of staff, including staff of Intermediaries, 
State Housing Finance Agencies (SHFAs), and Mulfi-State Organizafions (MSOs), managing a 
network of housing counseling agencies, branch offices, or both, subject to those NOFO 
provisions; however, housing counseling grant funds may not be used for the salaries of 
individuals who are not HUD-cerfified housing counselors to provide housing counseling. 
Housing counseling can only be provided by a HUD-cerfified housing counselor.  
HUD reserves the right to review and approve or reject costs. All costs charged to a HUD grant 
must be included as itemized expenses on an approved grant budget. Grantees should review 
the Eligible Acfivifies secfion of the relevant Comprehensive Housing Counseling NOFO and 
work with their HUD Point of Contact during the grant execufion phase. 
 
3-6 If a Housing Counseling Agency does not collect fees of any kind from clients, does the 
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agency sfill need to post a Fee Schedule as required by 24 CFR 214.313 and Handbook 7610.1 
REV-6, Chapter 3, Paragraph 3-2(A)(11)? 
 
Answer: If the Housing Counseling Agency does not collect fees of any kind from clients, then 
there is no need to post a fee schedule. 
 
 
3-7 What is the requirement relafing to Parficipafing Agencies providing home inspecfion  
materials? 
 
Answer: Each client receiving Homeownership Counseling (pre-purchase, non-delinquency post-
purchase, mortgage delinquency and reverse mortgage) services whose needs may be met 
through the purchase of a home, or who expresses an interest in the purchase of a home, must 
receive copies of all documents HUD requires regarding the availability and importance of 
gefting a home inspecfion. The agency work plan must describe procedures implemented for 
clients to acknowledge receipt of home inspecfion materials. The Office of Housing Counseling 
is not requiring that individual client files document distribufion of home inspecfion materials 
and discussion of each relevant topic under homeownership counseling as long as the agency’s 
work plan clearly outlines how the agency will comply with these requirements. 

 
3-8 What are the requirements for an agency parficipafing in HUD’s housing counseling  
program? 
 
Answer: Once an agency is approved to parficipate in HUD’s housing counseling program, they 
will be required to comply with all applicable Housing Counseling Program requirements, 
including but not limited to requirements found in 24 CFR Part 5, 24 CFR Part 214, and the HUD 
Handbook 7610.1 REV-6 (Housing Counseling Program Handbook). The agency must also 
comply with the Housing Counseling Cerfificafion Rule.  

 
3-9 Where can a Housing Counseling Agency view sample work plans? 
 
Answer: Visit Handbook 7610.1 REV-6, Chapter 3, Paragraph 3-2 for work plan requirements 
and the Housing Counseling workplan toolkit. 

 
 

Chapter 4. Reverse Mortgage Housing Counseling 
 

4-1 In this year’s grant applicafion, I indicated that my agency would provide default  
counseling to reverse mortgage/HECM clients. How do I report this informafion?  
 
Answer: HUD collects grant reports throughout the period of performance. When submifting 
your progress report and requesfing drawdowns, agencies providing reverse mortgage and 
Home Equity Conversion Mortgage (HECM) default counseling should include a short narrafive 

https://files.hudexchange.info/resources/documents/Developing-Housing-Counseling-Work-Plan-HUD-Approval.pdf


indicafing: (1) the name of counselors providing such services, (2) the fitle and durafion of any 
reverse mortgage trainings taken during the three years prior to the end of the period of 
performance, and (3) the total number of HECM default clients who have received counseling 
during the period of performance. Report such clients under item 9g (Resolving or Prevenfing 
Reverse Mortgage Delinquency or Default) each quarter in the HUD-9902 Housing Counseling 
Agency Acfivity Report as well.  
 
4-2 If an agency provides reverse mortgage counseling for a proprietary product, such as a  
reverse mortgage with a specific lender, to a client, is this expense eligible for reimbursement 
under the Housing Counseling Comprehensive NOFO?  
 
Answer: For a service to be eligible for reimbursement under a HUD grant, the services 
provided must meet the requirements outlined in Chapter 4: Reverse Mortgage Counseling of 
the Housing Counseling Handbook.  
 
Addifionally, eligible acfivifies and basic requirements of housing counseling will be outlined in 
the applicable NOFO, which should be reviewed.  
 
In general, for a counseling session to meet the HUD requirements for reimbursement, the 
counselor must, at a minimum, perform and document each of the following acfivifies related 
to reverse mortgage counseling:  
 

 Budget/Financial Analysis. A review of the client's income, expenses, spending habits, 
and use of credit in order to evaluate their unique financial situafion relafive to their 
housing needs.  

 Housing Analysis. A review of the client’s housing needs, current housing quality, and 
housing affordability relafive to their financial capability.  

 Discuss Alternafives. Idenfify and discuss with the client at least three (3) alternafives or 
opfions available to the client, including Federal Housing Administrafion (FHA) programs 
and products if applicable, relevant to the specific housing need. For example, if a 
parficular company, loan product, property, or debt management program is discussed, 
the counseling must include a detailed discussion of alternafive companies, loan 
products, properfies, debt management programs, etc.  

 Follow-up. Efforts made by the counselor to have follow-up communicafion with the 
client, to ensure that the client is progressing toward his or her housing goal(s), to 
modify or terminate housing counseling services, and to determine and report 
outcomes.  
 

4-3 The FHA Single Family Mortgage Insurance Program is listed in the cerfificafion rule as  
a “HUD Program where Housing Counseling is required by statute, regulafion, Nofice of 
Funding Availability, or otherwise required by HUD.” Must all housing counseling provided in 
connecfion with an FHA-insured loan be provided by a HUD cerfified housing counselor?  
 



Answer: No. The inclusion of the FHA Single Family Mortgage Insurance Program on the list is 
intended to apply to situafions where housing counseling is required in connecfion with a 
specific FHA product, such as with Home Equity Conversion Mortgages (HECM). See 24 CFR 
5.111.  

 
4-4 My housing counseling agency is offering courses in many subject areas. Does HUD  
have a requirement for the length, for example, number of hours or days, for each one-on-
one counseling session or group workshop?  
Answer: HUD does not approve or disapprove courses offered by housing counseling agencies. 
Each individual housing counseling agency may set the length and fime of courses or 
workshops, with the excepfion of Home Equity Conversion Mortgage (HECM) counseling 
sessions, which must meet the requirements of Handbook 4235.1, 7610.1 REV-6, and relevant 
Housing Nofices and Mortgage Lefters, when applicable. 

 
4-5 What are the causes for removal from the HECM Counselor Roster?  
 
Answer: 

1. Providing misrepresentafions or fraudulent statements, including instances of 
cheafing on the HECM exam;  

2. Promofing, represenfing, or recommending a specific lender;  
3. Failure to pass the HUD Housing Counselors Cerfificafion Exam; 
4. Failure to comply with educafion and training requirements; 
5. Failure to respond to HUD inquiries and requests for documentafion within a 

reasonable fime;  
6. Failure to comply with applicable fair housing and civil rights requirements; 
7. Failure to comply with applicable statutes, regulafions, or HUD requirements; 
8. Failure to provide informafion to clients on: 

a. opfions other than HECMs; 
b. the financial implicafions of a HECM; 
c. the tax consequences of a HECM; and  
d. any other informafion required by HUD or requested by the applicant; 

9. Failure to maintain registrafion, license, or cerfificafion requirements of the 
applicable state or local authority; 

10. Failure to provide safisfactory counseling to HECM applicants; or  
11. Any other reason HUD determines serious enough to jusfify an administrafive 

acfion. 
 

4-6 Once I am on the HECM Roster, are there requirements for staying on it?  
 
Answer: Yes. Home Equity Conversion Mortgage (HECM) counselors must confinue to meet the 
program requirements for the Roster as set out in Chapter 4 of HUD Handbook 7610.1 REV-6, 
including receiving training and educafion related to HECM every two years and passing the 
HECM exam every three years. 

 



4-7 Where do I find informafion about the HECM exam? 
 
Answer: For informafion about how to register to take the Home Equity Conversion Mortgage 
(HECM) exam go to the website, HUDhousingcounselors.com. 

 
 
 
  

4-8 Who can apply to be on the HECM Roster?  
 
Answer: To be placed on the HECM Counselor Roster, a counselor must meet the following 
regulatory criteria: 
 

1. Is employed by a HUD-parficipafing Housing Counseling Agency, 
2. Successfully passed the standardized HECM Counselor exam administered by HUD or a 

party selected by HUD within the prior three years, 
3. Received training and educafion related to HECM within the prior two years, 
4. Have access to technology that enables HUD to track the results of the counseling 

offered to each HECM client, and 
5. Is not listed on: 

a. The General Service Administrafion's Suspension or Debarment List or Excluded 
Parfies List, 

b. HUD's Limited Denial of Parficipafion List, or 
c. HUD's Credit Alert Interacfive Response System, 

6. Successfully pass the HUD housing counseling cerfificafion exam, and 
7. Complies with registrafion, license, or cerfificafion requirements of a state or local 

authority, as applicable. 
 

4-9 How long can I be removed from the Roster? 
 
Answer: The maximum fime period for removal from the Roster is twelve months from the 
effecfive date of removal.  
  
4-10 Who can I contact if I have complaints regarding a HECM lender? 
 
Answer: Complaints about HECM lenders (originafion or servicing) should be sent to 
Answers@hud.gov or 1-800-225-5432. In addifion, complaints should be filed with the 
Consumer Finance Protecfion Bureau (CFPB) or call 855-411-2372. 

 
4-11 Can a HECM counselor contact a lender for a copy of a client’s lender illustrafions? 
 
Answer: No. There are prohibifions on lender steering, and counselors contacfing a lender for 
illustrafions violates these prohibifions. See the HECM Protocol (Appendix 1 of HUD Handbook 
7610.1, Rev 6), III.A.3. 
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4-12 Do lenders understand that the cerfificate is the invoice? 
 
Answer: Yes, the Nafional Reverse Mortgage Lenders Associafion (NRMLA) has issued guidance 
on this issue to its membership. 

 
 
 

4-13 Where can I find the HUD-92902 Cerfificate of HECM Counseling?  
 
Answer: The HUD-92902 Cerfificate of HECM Counseling can be found on HUD.gov and can be 
completed by HECM Counselors in FHA Connecfion.  

 
4-14 Can lenders steer prospecfive HECM borrowers to agencies that do not charge a fee?  
 
Answer: No. Lenders may not steer, direct, recommend, or otherwise encourage a client to seek 
the services of any one parficular counselor or counseling agency. 

 
4-15 Are all agencies charging the $125 recommended fee? If a client asks if there are other  
agencies charging a lesser fee, how should a counselor respond? Will there be a HUD phone 
number available for clients who wish to invesfigate other agencies? A website for clients 
would be helpful as well.  
 
Answer: The fee policy is determined by each individual HUD approved agency. Some agencies 
may elect to confinue to not charge a fee or to charge a fee other than the recommended $125. 
Each agency must be able to document that the fees that are charged are commensurate with 
the level of service. Clients can be referred to HUD’s Housing Counseling toll free number (800-
569-4287) or to HUD’s website to find other agencies providing Home Equity Conversion 
Mortgage (HECM) counseling. 
 
4-16 Where can I find housing counseling services?  

 
Answer: To locate a HUD-approved housing counseling agency in your area you can:  
Access an on-line list of HUD-approved housing counseling agencies: hftps://hudgov-
answers.force.com/housingcounseling/s/?language=en_US 
 
Call HUD's interacfive voice system toll-free at 1-800-569-4287 for a list of HUD-approved 
Housing Counseling Agencies and their contact informafion  
 
Addifional housing counseling informafion is available at: Talk to a Housing Counselor | 
HUD.gov / U.S. Department of Housing and Urban Development (HUD)  
To search for a Home Equity Conversion Mortgage (HECM) Counseling Agency: Counseling 
Agencies (hud.gov)  

 

https://hudgov-answers.force.com/housingcounseling/s/?language=en_US
https://hudgov-answers.force.com/housingcounseling/s/?language=en_US
https://www.hud.gov/i_want_to/talk_to_a_housing_counselor
https://www.hud.gov/i_want_to/talk_to_a_housing_counselor
https://entp.hud.gov/idapp/html/hecm_agency_look.cfm
https://entp.hud.gov/idapp/html/hecm_agency_look.cfm


4-17 What is the current status of the HECM Roster exam?  
 
Answer: The HUD Home Equity Conversion Mortgage (HECM) Roster exam is now available and 
can be accessed at HUDhousingcounselors.com. 
Informafion on the HECM Counselor Roster can be found on the HUD Exchange. Please refer any 
quesfions to your assigned HUD point of contact or email: housing.counseling@hud.gov 

 
 

4-18 Where is the HECM Protocol?  
 
Answer: The HECM Protocol is Appendix 1 of HUD Handbook 7610.1, REV-6. 

 
4-19 Where can I find the requirements for reverse mortgage counseling?  
 
Answer: HUD requirements for counseling on non-HUD reverse mortgages are in Chapter 4 of 
HUD Handbook 7610.1, REV-6. For HUD Home Equity Conversion Mortgage (HECM) counseling, 
requirements are in Chapter 4 and Appendix 1, HECM Protocol.  
 
  

Chapter 5. Recordkeeping And Reporfing 
 
5-1 What is the HUD-9902 Form? 
 
Answer: The HUD-9902 form, Housing Counseling Agency Acfivity Report, is an important tool 
that HUD uses to track the Housing Counseling Program, and the data collected through the 
form is crifical to demonstrafing the program’s impact to Congress and other industry 
stakeholders. The form captures informafion on the number of housing counseling clients 
served, their demographic characterisfics, the unique counseling and educafion services 
received, and the outcomes achieved. HUD-9902 form Housing Counseling Agency Acfivity 
Reports are cumulafive fiscal year-to-date for each quarterly report period. The only acfivifies to 
be recorded are educafion and counseling, as defined in HUD Handbook 7610.1 REV-6 Chapter 
1, Paragraph 1-4, Definifions. Markefing and outreach acfivifies, such as flyers mailed or calls 
made, should not be recorded. 

 
5-2 Do the recordkeeping requirements apply to affiliates and branches of  
intermediaries/state finance agencies and non-funded HUD approved agencies? 
 
Answer: Recordkeeping requirements apply to all HUD-approved and parficipafing agencies. 24 
CFR Part 214 Secfion 214.315 and HUD Handbook 7610.1 REV-6 are the main sources of 
guidance on recordkeeping. It is important to emphasize that HUD’s housing counseling 
recordkeeping requirements apply to affiliates and branches of HUD-approved intermediaries as 
well. Intermediaries and State Housing Finance Agencies (SHFAs) must assure that their affiliates 
and branches comply with all requirements in 24 CFR Part 214 Subpart D Secfion 214.315 and 
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HUD Handbook 7610.1 REV-6. These recordkeeping requirements also apply to all HUD-
approved Local Housing Counseling Agencies (LHCAs), Mulfi-State Organizafions (MSOs) and 
their branches, and any parficipafing non-funded agencies.  
 
 
 
 
 
5-3 When agencies use mulfiple funding sources (including HUD funds) to pay for a  
counseling session, are the agencies required to keep separate files for each funding source? 
 
Answer: The Handbook 7610.1 REV-6, Chapter 5, Paragraph 5-7 does not require a separate 
“HUD” file, disfinct from files ufilizing other funding sources.  Chapter 5, Paragraph 5-7 does, 
however, require that counseling agencies will keep a file for each “unique, disfinct provision of 
counseling services provided to a client”. 
 
HUD does require that agencies comply with the cost principle requirements found in 2 CFR 200 
- Subpart E by ensuring that within each client file, the funding sources are clearly idenfified and 
are detailed on a fime sheet, personnel acfivity report, client notes, or all the above.  
 
If the client’s housing counseling services were parfially or fully funded by a HUD housing 
counseling grant, agencies must document the funding source(s), fime spent counseling, and 
the amounts to which the counseling acfivity is aftributed. Grantees are prohibited from 
receiving duplicate payments for the same counseling acfivity. If a client is charged a fee, the file 
must also state the amount charged in addifion to the amount charged to the HUD grant, and 
other funding sources, when applicable. 

 
5-4 What agencies are required to have a Client Management System (CMS) for reporfing  
quarterly performance acfivity? Is a SHFA required to have a CMS if the agency does not 
provide direct counseling services? 
 
Answer: All Parficipafing Agencies shall ufilize an automated housing counseling client 
management system for the collecfion and reporfing of client-level informafion including, but 
not limited to, financial and demographic data, counseling services provided and outcomes. 
Agencies must ufilize a Client Management System (CMS) that safisfies HUD’s requirements and 
interfaces with HUD’s databases. HUD regulafions require that all HUD-approved agencies use a 
CMS to report housing counseling acfivity on a quarterly basis (9902 reporfing).  
 
State Housing Finance Agencies (SHFAs) may be exempted from this requirement if the 
following circumstances exist: The SHFA does not provide direct counseling services;  
the SHFA serves only in an administrafive capacity to its sub-grantees; and  
the sub-grantees submit their own individual quarterly 9902 reports which make up the 
consolidated report for the SHFA. 
 



 
 
 
 
 
 
 

Chapter 6. Performance Criteria and Monitoring 
 
6-1 What is HUD’s Performance Review process? 
 
Answer: The Office of Housing Counseling (OHC) is responsible for the administrafion and 
oversight of the HUD Housing Counseling Program. OHC staff may conduct periodic on-site or 
desk performance reviews of all Parficipafing Agencies. The performance review consists of a 
review of the Parficipafing Agency’s compliance with program requirements, including 
applicable civil rights requirements, and the agency’s ability to deliver quality counseling 
services. HUD may assess a Parficipafing Agency’s compliance with such requirements by 
ufilizing the responses provided on the form HUD-9910 or other electronic medium.  
 
6-2 What can an agency expect during a performance review?  
 
Answer: A review can be either an on-site or remote monitoring visit. During a performance 
review, the HUD Point of Contact assesses the agency’s compliance with program and grant 
requirements. 
 
The performance review consists of a review of the parficipafing agency's compliance with 
program requirements, including applicable civil rights requirements, and the agency's ability to 
deliver quality counseling services. HUD may assess a parficipafing agency’s compliance with 
such requirements by ufilizing the responses provided on the form HUD-9910 or other 
electronic medium. 
 
The parficipafing agency must allow HUD staff to obtain the necessary informafion to complete 
performance reviews and provide any informafion that HUD requests. HUD staff assigned to 
review the housing counseling acfivifies of a parficipafing agency may request specific client 
files and group educafion files from the agency for review. These files, in paper or electronic 
format, or a combinafion, must be provided to the HUD reviewer. Other documentafion that 
may be requested includes, but is not limited to, the most recent housing counseling work plan; 
evidence of leveraging; financial statements; documentafion supporfing draws or allocafions on 
grants or sub-grants; and audit reports. Parficipafing agencies must also provide the names, 
addresses and other uniquely idenfifying informafion of clients when requested to do so by the 
HUD office conducfing the review. Refer to Chapter 6, Paragraph 6-3 of HUD Handbook 7610.1 
REV-6 for addifional informafion.  
 



The agency must ensure confidenfiality of electronic transmission of Sensifive PII via fax, email, 
etc. When sending by fax, verify that the intended recipient is available. When sending SPII by 
email or other unsecured informafion system, ensure the informafion and aftachments are 
encrypted. Encrypfion is mandatory for email transmission of SPII to HUD personnel. Refer to 
Chapter 5, Paragraph 5-6 of HUD Handbook 7610.1 for addifional informafion. 
 
If the review is on-site, please allow read-only access to allow the monitor to review enfire 
electronic client files. Please see HUD Handbook 7610.1 REV 6 Chapter 5, Paragraph 5-3.  When 
the monitor arrives, have a designated, confidenfial workplace available and have all requested 
informafion and files ready in the designated area. Parficipafing agencies must comply with all 
applicable privacy laws, and, if needed, seek legal counsel on the perfinent laws. Parficipafing 
Agencies must also provide assurances that confidenfial data will not be shared with any 
enfifies other than HUD, the parficipafing agency, or other federal agencies as required by law, 
unless explicitly instructed to do so by the client themselves, and in the case of agency 
informafion, the housing counseling agency. 
 
6-3 What other guidance does the Office of Housing Counseling (OHC) have for housing  
counseling agencies about the Performance Review form HUD 9910? 
 
Answer: All housing counseling agency requirements, listed on the form HUD 9910, are outlined 
in:  

 Part 214 of the Code of Federal Regulafions; 

 The HUD Housing Counseling Handbook 7610.1 REV-6; and 

 The Housing Counseling Grant Agreement, if applicable. 
 
 
6-4 What is the difference between an on-site performance review and a desk  
performance review? 
 
Answer: An on-site review is conducted at an agency’s office and a desk review is conducted 
remotely from the HUD Point of Contact’s office locafion. During a performance review, the 
HUD Point of Contact assesses the agency’s compliance with program and grant requirements. 
 
6-5 Is the 30-client minimum a requirement of HUD CHC grantees only or of all HUD  
Housing Counseling Program parficipafing agencies?  

 
Answer: During each 12-month period, all HUD Housing Counseling program parficipafing 
agencies must provide housing counseling in accordance with the workload requirements in 24 
CFR 214.303. Agencies that offer only housing counseling services limited to reverse mortgages, 
including home equity conversion mortgages (HECMs) originafion, are exempt from this 
workload requirement. 

 
6-6 Where can I locate the HUD-9910? 
 

https://www.hud.gov/program_offices/administration/hudclips/forms/hud9a#group4


Answer: Form HUD-9910 is located on HUDClips.  
 
 
 

Chapter 7. Funding 
 
7-1 May a housing counseling agency charge a higher fee for expedited or fast-tracked pre- 
purchase services? 
 
Answer: Housing counseling regulafions do not prohibit agencies from charging higher fees for 
expedited or fast-tracked pre-purchase services.  All fees must conform with the requirements 
of HUD’s Housing Counseling Handbook 7610.1 REV-6, Chapter 7, Paragraph 7-5, Fees for 
Housing Counseling and Related Services. If a housing counseling agency is considering charging 
fees for expedited housing counseling, it should also consider the following concerns: There 
should be no difference in the quality or format of standard pre-purchase counseling sessions 
versus expedited or fast-tracked counseling sessions; rather, the higher fee should reflect the 
need for the agency to compress what they usually cover in mulfiple sessions and/or through 
group educafion into one session. Housing counseling agencies should only charge fees that are 
‘reasonable and customary’ for the expedited service and waive fees for expedited service if 
consumers have a financial hardship (as is required for standard counseling services). Expedited 
housing counseling services should not take resources away from housing counseling capacity 
for clients who do not need an expedited service. 
 
7-2 My agency charges nominal fees for counseling. Do I need to display the fee schedule  
in my office? 
 
Answer: Yes, an agency’s fee schedule must be posted in a prominent place in the agency’s 
office or on the agency’s website that is easily viewed by clients.  Parficipafing agencies should 
also verbally communicate the fee schedule directly to the clients. 

 
7-3 Do housing counseling agencies need to have an agreement with lenders when  
lenders provide grants? 
 
Answer: Yes. Once a housing counseling agency has decided to enter into a relafionship with a 
parficular lender, HUD requires that the agency enter into an agreement, signed by both parfies, 
to formalize the relafionship between the housing counseling agency and the lender. The 
agreement must outline the expectafions of each party.  
 
The agreement must also ensure compliance with the Real Estate Seftlement Procedures Act 
(RESPA) by requiring discussion of comparable loan products from three different lenders, as 
well as ensure that any fee income is based on services rendered and not the amount of the 
loan. At least one of the opfions discussed with the counselor must be a Federal Housing 
Administrafion (FHA) product or feature.  

https://www.hud.gov/program_offices/administration/hudclips/forms/hud9


 
Housing counseling agencies must also include in the disclosure forms their relafionship with 
any lenders and other partners. 
 
7-4 What is the grant review process for HUD housing counseling grants? 
 
Answer: Specific grant processing requirements are contained in the instrucfions provided in 
the Nofice of Funding Opportunity (NOFO). General informafion regarding the NOFO can be 
obtained from Home | GRANTS.GOV 
 

APPENDIX 1: HECM Counseling Protocol 
 
1. Will HUD insure a HECM loan if the lender has a faxed, rather than original, copy of the  
counseling cerfificate? 
 
Answer: No. If a lender has a faxed copy of a counseling cerfificate bearing the signature of the 
borrower and counselor, or, in the case of phone counseling, a copy of two different cerfificates, 
one signed by the borrower and one by the counselor, then the lender may begin to process the 
loan applicafion by obtaining a case number, ordering the appraisal and fitle work, etc. 
However, for insuring purposes, the lender must have in their possession an original cerfificate 
bearing the wet signatures of both the counselor and borrower, or, in the case of telephone 
counseling, separate cerfificates with the wet signatures of the client and counselor, so they can 
submit cerfified true copies in the case binder.  
 
For more informafion view the Submission of Case Binder Documents Secfion of Mortgagee 
Lefter 2004-39. 
 
2. If a fee is waived for a HECM client, should the agency note this on the cerfificate? 
 
Answer: Yes. HUD has revised the cerfificate to include a checkbox for fee waiver. 

 
3. Can an agency use a sliding scale for HECM originafion counseling fees?  
 
Answer: Counseling agencies may establish a fee structure for HECM counseling as long as the 
fee: 

a. is reasonable and customary, 
b. does not create a financial hardship for the client, 
c. is commensurate with the counseling services that are provided, and  
d. is not being charged to pay for the same porfion of or for an enfire service that is already 

funded with HUD housing counseling grant funds or any other funds received for HECM 
or delinquency counseling. 

 

https://www.grants.gov/


In addifion, agencies must not offer a discount on counseling charges based on the client’s 
ability to pay for the counseling services upfront. Clients who pay for counseling services out of 
the proceeds must not be penalized for doing so. 
 
4. Do the agencies need a lender agreement when the lender is paying the fee for HECM  
originafion counseling?  
 
Answer: HUD prohibits HECM lenders funding or servicing the HECM loan from paying for HECM 
originafion counseling either directly or indirectly.  

 
5. Can HECM counseling fees collected from clients, paid by the client or out of loan  
proceeds, be charged against the HUD Housing Counseling grant?  
 
Answer: When HECM counseling fees are collected from clients (either assessed upfront or 
collected out of loan proceeds), only the porfion of the actual cost of counseling that is not 
covered by those fees can be charged to the HUD grant.  
 
6. How do I meet the requirements for creafing a budget as part of HECM originafion  
counseling?  
 
Answer: Counselors are required to complete a budget using the Client Budget and Resource 
Idenfity Tool (CBRIT) with every client using financial informafion obtained from the client. 
 
7. Where can I find the required handouts for HECM originafion counseling?   
 
Answer: The required handouts for HECM originafion counseling clients are in Aftachment B to 
Appendix 1, HECM Protocol, of the HUD Handbook 7610.1 REV-6. 


	Chapter 1. General Program Information
	Chapter 2. Obtaining Hud Approval
	Chapter 3. Delivery Of Housing Counseling Services
	Chapter 4. Reverse Mortgage Housing Counseling
	Chapter 5. Recordkeeping And Reporting
	Chapter 6. Performance Criteria and Monitoring
	Chapter 7. Funding
	APPENDIX 1: HECM Counseling Protocol

