
2019 McCracken Customer Conference

Walk through the day in the life of a loan servicer. 
McCracken analysts will show how Strategy can 

streamline servicing using features such as Process 
Manager, Rules Maintenance, and Navigator. 

A Day in the Life of a Loan Servicer



Agenda

 How others are using the Process Manager, Rules Maintenance, and 
Navigator functionality.  

 How other customers have approached implementing Process 
Manager, Rules and Navigators

 Review the Process & Task Queue aka the “Magic Widget”

 Watchlist



Process & Task Queue (i.e. “The Magic Widget”)

•Quickly assign and route work to whoever you want (even third party vendors)
•Complete visibility to all parties with notes and associated documents in a central location
•Consents, covenants, asset management, etc.
•Eliminate the need for reminders and ticklers when implemented
•Provides a complete history and audit trail that you can pull up instantly on screen

Automate all of your processes





Take a Look



What Other Customers Are Doing with Rules



Customers Have Implemented Rules To…
 Monitor for New Loans Boarded

 System monitors for a new loan transaction and takes the action to start the following 
processes:
 Set up ongoing annual inspections 
 Set up financial statement collection in accordance with loan docs
 Complete post closing activities
 Abstract loan agreement for loan triggers

 Monitor on going Triggers
 Rules used to monitor for triggers 

 Monitors for DSCR below customer entered value
 Monitors for inspection rating below customer entered value

 Creates process when trigger event occurs
 Escalate and implement consequences as deemed necessary



Customers Have Implemented Rules To…
 Monitor CREFC Watchlist values

 39 Rules to monitor for CREFC defined indicators
 Defined action to Add to Watchlist

 Checks Policy Information against Insurance Requirements
 Rules monitor policy and loan information for compliance with investor requirements
 Notification of need for remediation
 300 plus rules (more rules coming)

 Monitors Interest Rates for Rate Cap/Hedge Agreements
 Compares Interest Rate or Index to Strike Rate
 Monitors Hedge Provider Rating
 Monitors for expiration and renewal
 Starts process to initiate steps needed.



How Do I Get Started With….

Rule Sets



Different Approaches by Customers
 Rule Shopping
 Reviewed the list of Rules 
 Selected which rules their company wanted to use.
 Create a Rule Set 

 Select which loans the Rule Set monitors
 Create a Data Set that you want to run the Rules against.



Different Approaches by Customers
 The Stakeout Method
 Create a Rule Set to watch for specific targeted conditions
 Watchlist Rules for CREFC for specific Investors

 The Bullseye Method
 Review compliance for one or more investors on demand
 Create Rule Sets of Insurance Rules for one or more investors



Different Approaches by Customers
 Actions they are generating from their Rules

 Visual Alerts

o On screen in Portfolio Analysis

 Starting Process or Task

o Automatically schedules reviews and mitigation

 Add a Loan on or off the Watchlist



What Customers are Doing With 
Workflows
Process Manager



Popular Workflows
 Over 130 Different Process Templates Monitoring
 Financial Statement Collection and Important Data Points
 Inspections Due, Ratings, and Deferred Maintenance
 Environmental Info or Property Changes
 Tenant, Rent Roll and Property Management Changes
 Various Escrow Requirements
 Analysis due
 Monitor reserves
 Tax and Insurance Requirements
 Insurance Requests and Compliance

 Servicing Tasks



Reminder Process
One-time Process attached to a loan



Loan Boarding Asset Management
One-time Process with several steps attached to a loan



Collect Tax Payment Evidence
Recurring Process attached to a loan



Annual Compliance Process
Recurring Process using Float Year (Occurs same date every X years



How Do I Get Started With…
Process Manager (Workflows)



Can I use a Rule, Report, or Investor to Start a 
Process to Increase Automation?
Current Methodology Automate using Strategy tools 

 The  user would write a report 
to start a business process

 The user would write a report 
to track the business process in a 
spreadsheet

 Business process just for this one 
Investor

 The system has the information 
and thru a Rule it can tell itself 
to start the workflow or 
business process

 The user can use that same 
report for the system to start 
the business process (report)



Inventory the Processes You Do Today

Business Process Inventory

Business Process Process Template What is the business scenerio to kick off this process?

Is the business process 
performed by one group 
or multiple Groups? Volume Frequency

Start with your Pain Points, High Risk and Compliance Items



Example of Inventory of business processes



Best Practices for Building a Template

 Keep it simple to begin with

 Build to the minimum required tasks. You can always add a task
 To the template for all subsequent Processes, or
 To a specific Process created from the template

 Use the Category to filter and organize your Process Catalogue

Template Is a Form or Rubber Stamp for Future Processes 



Review Your Inventory of Business Processes 

 Tasks
 Single step or to-do

 Can be a building blocks for 
a process

 Usually have Start and End 
Date

 Process
 Group of tasks tied together

 Can be recurring

 Each step can be assigned to a 
different user

 Can be automatically started by 
Rules Engine

 Can add additional tasks for process 
variation

When is it a Task?  and  When is it a Process?



Tasks & Processes Can be Linked To…
 Loans
 Property
 Collateral
 Investor
 3rd Party
 Name/Address ID
 Inspection
 Insurance
 Tenant
 Nothing



Go To Links 
 Appraisal                      

 Construction Budget            

 Collateral                     

 Contact Log                    

 Document Checklist

 Financial Statement Form Maint

 Financial Statements           

 Inspections                    

 Insurance

 Mapping Tool

 Navigations in STRATEGY

 Occupancy                   

 Portfolio Analysis          

 Process Manager

 Property Valuation

 Rent Rolls

 Reserves                       

 Trigger Abstract

 Watch List



One-time

1. One-time task-follow-up (Reminder)

2. One-time reminder (Reminder Process)

3. One-time process-checklist  (Document Checklist)

4. One-time process with process flow (Loan Boarding Asset 
Management)



Recurring
1. Recurring task (Collect Tax)

2. Recurring process-checklist (Credit Tenant Process)

3. Recurring process  with process flow (IR Remittance process)

4. Float year (Annual Compliance for our Company)

5. Recurring process with process flow and building document 
(Collect Inspection)



How to Create a Task Template
 To create a new task template 
 Process Manager search
 Tools

 Task Type Template Search

 New

 Task Type Template Maintenance



Task Template



Recommended Fields for Every New Task

 Task Type
 Category
 Default Job Description Assignment
 Task Frequency
 Task Start Date Indicator
 Task Due Date Indicator



Process
 A group of tasks tied together to complete a complex job

 Steps (A.K.A. Tasks) in the Process can be performed sequentially or 
simultaneously

 A Process can be recurring or one and done.

 A Process may be assigned a Responsible Party

 Can be automatically started by Strategy’s Rules Engine



How to Create New Process Template
 To create a new process template (form)

 Process Manager search

 Tools

 Process Templates Search

 New

 Process Template Maintenance



Process Template



Recommended Fields for Every New Process

 Process Type

 Process Short Description

 Category

 Task Start Date Indicator

 Task Due Date Indicator

 Recurring or One-Time

 Responsible Party



How Customers Have Implemented 
Navigators



Navigators Customers Have Implemented

 On Demand Bill – Individual

 Add Prepay Premium

 Change Late Charge Rate

 Extend a Maturity Date

 ADD ROLE



What Customers Are Doing with 
Navigators
Hint:  Adding them into their Processes by Tying them to Tasks



How Customers approach Navigators in a Process

 A process is started based on a inquiry that has maintenance that 
needs to be done in the system.
 Extension of a maturity date
 Waive a late charge

 Process is started based on a trigger that requires changes in the 
system.  
 Add Prepayment Premium



What is a Navigator?
 Functionality that allows the user to string together a series of 

windows that can be presented in a step by step method to perform 
various tasks

 User guide/process documentation can be linked upfront in the 
process

 Each ‘step’ can have documentation associated with the task



Navigators – Advantages
 Allows user to define the navigation from screen to screen

 Speeds entry process

 Insures steps are not skipped

 New and inexperienced users can easily complete tasks
• Knowing the application navigation is not needed
• Documentation is readily available

• Users can stop anytime they want or need

• Client defined – no programming required



How to Set up a Navigator
• Navigator Access

• On the Main Tool Bar



Navigator Access

Add
Delete
Copy

To Update Double click on Row



Build Your Own Navigator

Link to documentation

Help text appears throughout 
navigation

OR



• Associate documentation with a set of steps to complete a task
• Documentation can be made available for each step in the 

process
• User Defined documents in .docx or .pdf format
• Help text typed in for each process

• Ability to attach corporate Policies and Procedures

Internal Documentation



Print on Demand Bill - Individual

Navigator #1 of 2 Click here to get 
documentation 
for step 1 of 2



Print on Demand Bill - Individual

Navigator #1 of 2

Add Button



Print on Demand Bill - Individual

Navigator #1 of 2



Print on Demand Bill - Individual

Navigator #1 of 2



Print on Demand Bill - Individual

Navigator #2 of 2
Click here to get 
documentation 
for step 2 of 2



Print on Demand Bill - Individual

Navigator #2 of 2



Print on Demand Bill - Individual

Navigator -Completed



Navigator – Add a Role
• Highlight Add a Role and click Start Navigation



Navigator – Add a Role
• Search and Add a Loan Number – Click on Arrow



Navigator – Add a Role
• Click on Documentation  Icon  for instructions



Navigator – Add a Role

Click Ellipse 
button next to 
Name/Address 
ID

• Proceed to Loan Administration Module – Customer Info



Navigator – Add a Role
• Highlight Name to Update and Double Click

Double 
Click 
on 
Name



Navigator – Add a Role
• Opens to Name and Address Information Screen

Click into 
Name Roles



Navigator – Add a Role
• Hit the Add Button and Select a Role Type from Dropdown

2) Role Type

1) Add 
Button

3) Click 
Apply 
and OK



Navigator – Add a Role
• Linked Name Search Screen Appears

Click 
OK



Navigator – Add a Role

cl

Right Click

Hit Save!

• Hit SAVE Button then Right Mouse Click and Box Pops Up – Select Roles



Navigator – Add a Role
• Hit Add Button – Select New Role Added in Prior Steps

3) Click 
Apply 
and OK

1) Add 
Button

2) Role 
Type



Navigator – Add a Role
Click red arrow to 
complete Navigator



Added New Role to Existing Loan!

Navigator -Completed



Watchlist



Watchlist 
 Create a Rule Set with the MFS Master for Watchlist Rules



Rule Action “Add to Watchlist”



Data Set Assignment



Data Sets for Watchlist
 They can be created by
 All Loans 
 By Investor



New Data Set



Watchlist Widget



Watchlist Search Screen



Watchlist Summary Information
 Overall Status



History of Internal Watchlist or CRFEC Watchlist

 The action in the Rules will add the loan and reason to this section 
and will remove it by putting a removal date. Click on the Watchlist 
item you want to see.



Watchlist Detail Information



Watchlist Detail Information
Manually remove item by  checking the Manual Override and entering the 
Date Removed



How to Manually Add a Loan to the Watchlist

 Click on “New Internal Entry” button

 Enter the Notification Date, Select the Property, the type should be 
‘Internal Watchlist’ and mark both check boxes on the reason.



Run Your Watchlist Report



History of External Watchlist
 If your Investor tells you what loans are on their Watchlist you can 

use the Mapping Tool to import the list quickly



History of Watchlist Action Plans
 If you are required to do an Action Plan



Watchlist Details
 Where to find the Data
 PWATCHLOAD- List loans when they were added and removed from 

the Watchlist. This also shows if the system or a user added the Watchlist 
item

 PWATCHRSN- List the reason on Watchlist



Questions?


