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What is the HOPE Hotline?

• Free, professional, confidential telephone 
counseling for homeowners facing 
foreclosure

• Staffed by 450 trained professional housing 
counselors at 10 HUD approved non-profit 
credit counseling agencies around the 
country

• Available 24 hours a day, 7 days a week



Telephone Counseling:  Where does it fit?

• A partial solution to a very complex problem
• The value of the HOPE Hotline is convenience and 

ease of use for the at-risk borrower; a simple place 
to call for help on demand

• Because it is 24/7, because it is free, and because 
there is a degree of anonymity, homeowners feel 
comfortable calling the hotline



Recent Hotline Statistics

• In 2007
– 245,310 homeowners called the HOPE hotline
– 83,876 accepted a full counseling session
– The HOPE NOW Alliance designated the HOPE Hotline 

as the central point of contact for at-risk borrowers

• Today
– Call volume has grown from 2,500 a day in December to 

more than 4,500 a day in March



Who Sponsors the HOPE Hotline?

• The Homeownership Preservation Foundation 
provides the HOPE Hotline
– HPF contracts with 10 nonprofit HUD-approved credit 

counseling agencies around the country
– HPF provides funding for telephone counseling from a 

variety of sources
– HPF designates and provides oversight of counseling 

quality standards
– HPF reports regularly to partners 



Original Sources of Funding

• Initial funding came from a $20 million grant from 
GMAC-RFC in 2004

• In 2007 HPF spent  $8.4 million on counseling
– $2m from Fannie Mae
– $1m from Lenders/Servicers
– $5.4m from HPF corpus



Future Funding

• Through the efforts of the HOPE NOW Alliance, 
servicers have committed Fee for Service funding for 
Hotline counseling for their borrowers

• NeighborWorks through the National Foreclosure 
Mitigation Counseling Program has granted HPF 
$15m

• Investors have demonstrated an interest in funding 
counseling



Who Does the Counseling?

• Auriton Solutions
• By Design
• CCCS Atlanta
• CCCS Central Florida
• CCCS Dallas
• CCCS San Francisco
• Greenpath
• Novadebt
• Springboard
• Money Management International

450 counselors at these nonprofit HUD-approved credit counseling agencies



Who’s Calling the HOPE Hotline?

• 4,500 callers a day
• HOPE Hotline has evolved from telephone 

counseling to hard to reach delinquent borrowers 
into the front door of the mortgage crisis

• This means that the HOPE hotline number is cited 
by elected officials, news media, community groups, 
national intermediaries and others as a trusted third 
party resource to help at risk borrowers.

• 70% of the calls received want questions answered, 
not counseling



What are their questions?

• Am I eligible for new programs, i.e. rate freeze or 
Project Lifeline?

• Is your service free?
• Is it in Spanish?  Other languages?
• Do you have any rescue funds?
• The questions that turn into counseling start with, 

“I’m in trouble. Can you help?”



What Happens in a Call?

• Counseling is in five steps
– Create accurate expectations
– Listen to the story of why they’re facing foreclosure, or are 

at risk in the immediate future
– Go over the budget in painstaking detail
– Develop options for the homeowner
– Connect with the lender through designated portals of 

entry: email, warm transfer



What are the results of the counseling?

• Every homeowner counseled is helped by
– Understanding their financial situation
– Learning about mortgage-related issues, terminology
– Developing an awareness of their choices with respect to 

expenditures
– Understanding the options that might be available to them
– Being better prepared to negotiate a favorable outcome 

with their servicer
– Is connected to their servicer either on a live call, an email 

or voice mail



HOPE NOW Alliance

• Initially led by Treasury Secretary Henry Paulson
• Seeks to coordinate the efforts of the counseling industry, the 

servicing industry and the investment industry to prevent 
foreclosures and keep more borrowers in their homes

• Producing important improvements in how investors, 
servicers and counselors respond to this crisis

• From HOPE Hotline perspective, HOPE NOW has identified 
industry funding for telephone counseling

• With servicers, HOPE NOW has produced expedited access 
to the loss mitigation teams

• With investors, HOPE NOW has produced a commitment to 
be part of the solution



Capturing Results 

• HPF reports on immediate post-counseling 
outcomes

• HPF only knows anecdotally the impact of counseling 
on the homeowners’ ability to stay in the home
– Work is underway to build a more comprehensive way to 

capture those results through HOPE NOW Alliance 
servicers

• In 2007, 25% of the homeowners counseled were 
good candidates for workouts



Making Connections with Servicers

• 27 servicers participate in the HOPE NOW Alliance
• Each of them has created a designated portal of 

entry for non-profit counselors to gain expedited 
access to their loss mitigation departments and staff

• Hotline counselors transfer each homeowner’s file to 
their servicer, prioritizing those with a foreclosure 
sale date



Reaching the Hard-to-Reach Borrowers

• In partnership with 
NeighborWorks America and the 
National Ad Council, a public 
service campaign was launched on 
June 25, 2007 with full complement 
of television, radio, billboards and 
printed material.

• The theme was thoroughly 
researched and resulted in the 
slogan, “Nothing is worse than 
doing nothing.”



HOPE NOW Alliance Outreach

• Each month the 27 participating servicers mail 
outreach letters to their borrowers who are 60 days 
delinquent and who have had no contact with their 
servicer
– Approximately 250,000 letters each month

• The letter cites “relief options that might be available 
to help the homeowner resolve mortgage issues and 
suggests they call either their servicer or the 888-
995-HOPE Hotline



What is the value of the HOPE Hotline?

• It is an efficient way to handle large numbers of 
distressed homeowners.

• It is a scalable solution whose structure is 
commensurate with the magnitude of the problem.

• It can serve as the front door, the 9-1-1 for the 
foreclosure crisis.

• It can dispatch calls to face to face counselors when 
they have the capacity to handle them.
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