any requirements established by the owner or assignee of the borrower’s mortgage loan, the

borrower is ineligible for that option. A servicer may not stop collecting documents and

1nformat10nf0r aﬁir loss mitigatibﬁ optlonbased solely .upon thé .bo.rrow.er’s stated Erfsnféi;éﬁce bu1.;.
may stop collecting documents and information for any loss mitigation option based on the
borrower’s stated preference in conjunction with other information, as prescribed by any
requirements established by the owner or assignee. A servicer must continue to exercise
reasonable diligence to obtain documents and information from the borrower that the servicer
require§ to evaluate the borrower as to all other loss mitigation options available to the borrower.
For example:

i. Assume a particular loss mitigation option is only available for borrowers whose
mortgage loans were originated before a specific date. Once a servicer receives documents or
information confirming that a mortgage loan was originated after that date, the servicer may stop
collecting documents or information from the borrower that the servicer would use to evaluate
the borrower for that loss mitigation option, but the servicer must continue its efforts to obtain
documents and information from the borrower that the servicer requires to evaluate the borrower

for all other available loss mitigation options.
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1i. Assume applicable requirements established by the owner or assignee of the mortgage

loan provide that a borrower is ineligible for home retention loss mitigation options if the
borrower states a preference for a short sale and provides evidence of another applicable
hardship, such as military Permanent Change of Station orders or an employment transfer more

than 50 miles away. If the borrower indicates a preference for a short sale or, more generally,

.

not to retain the property, the servicer may not stop collecting documents and information from

the borrower pertaining to available home retention options solely because the borrower has
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indicated such a preference, but the servicer may stop collecting such documents and information
_wﬁ

once the servicer receives information conﬁrmmg that the borrower has an apphcable hardshrp

under reqmrements estabhshed by the owner or assignee, such as mlhtary Permanent Change of

lStatian orders or employment transfer.
* * % ES *

4. Although a servicer has flexibility to establish its own requirements regarding the
documents and information necessary for a loss mitigation application, the servicer must act with
reasonable diligence to collect information needed to complete the application. A servicer must
request information necessary to make a loss mitigation application complete promptly after
receiving the loss mitigation application. Reasonable diligence for purposes of § 1024.41(b)(1)

includes, without limitation, the following actions:

* Ed * = %

iii. A servicer offers a borrower a short-term payment forbearance program or a short-
term repayment plan based on an evaluation of an incomplete loss mitigation application and
provides the borrower the written notice pursuant to § 1024.41(c)(2)(iii). If the borrower
remains in compliance with the short-term payment forbearance program or short-term
repayment plan, and the borrower does not request further assistance, the servicer may suspend
reasonable diligence efforts until near the end of the payment forbearance program or repayment
plan. However, if the borrower fails to comply with the program or plan or requests further
assistance, the servicer must immediately resume reasonable diligence efforts. Near the end of a
short-term payment forbearance program offered based on an evaluation of an incomplete loss
mitigation application pursuant to § 1024.41(c)(2)(iii), and prior to the end of the forbearance

period, if the borrower remains delinquent, a servicer must contact the borrower to determine if
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