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Date: January 30, 2023 
 
 
 
 
To:  Julie A. Shaffer 

Acting Deputy Assistant Secretary for Single Family Housing, HU  
 
 //signed// 
From:  Kilah S. White 

Assistant Inspector General for Audit, GA  
 
Subject: Final Report – HUD Communicated Critical Information to Homeowners About COVID-19 

Policies but Improvements Can Be Made  
  

Attached are the U.S. Department of Housing and Urban Development (HUD), Office of Inspector 
General’s (OIG) results of our review to assess HUD’s communication to homeowners with Federal 
Housing Administration-insured mortgages through its website, joint website, and other proactive 
methods about protections, repayment options, loss mitigation options, and responsibilities related to 
COVID-19.  

HUD Handbook 2000.06, REV-4, sets specific timeframes for management decisions on recommended 
corrective actions.  For each recommendation without a management decision, please respond and 
provide status reports in accordance with the HUD Handbook.  Please furnish us copies of any 
correspondence or directives issued because of the audit.  

The Inspector General Act of 1978, as amended, requires that OIG post its reports on the OIG website.  
Accordingly, this report will be posted at https://www.hudoig.gov.  

If you have any questions or comments about this report, please do not hesitate to call Kimberly S. Dahl, 
Audit Director, at (212) 264-4174.  

 

 

 

https://www.hudoig.gov/
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Highlights 
HUD’S COMMUNICATION TO HOMEOWNERS ABOUT COVID-19 
POLICIES | 2023-NY-0001  
 

What We Audited and Why 
We audited the U.S. Department of Housing and Urban Development’s (HUD) efforts to proactively 
communicate information related to the coronavirus disease of 2019 (COVID-19) to homeowners with 
Federal Housing Administration (FHA)-insured mortgages.  We initiated this work based on a U.S. 
Government Accountability Office report that identified helping borrowers understand the protections 
available to them as a key challenge and prior audit and evaluation work that found issues related to 
communication and COVID-19.  Our audit objective was to assess HUD’s communication to homeowners 
with FHA-insured mortgages through its website, joint website, and other proactive methods about 
protections, repayment options, loss mitigation options, and responsibilities related to COVID-19.  

What We Found 
HUD proactively communicated critical information to homeowners during the COVID-19 pandemic.  
However, there are several areas in which HUD could improve its communication.  For example, HUD’s 
COVID-19 Resources for Homeowners webpage did not (1) clearly present the deadline for requesting 
forbearance, (2) detail loss mitigation options available after forbearance, and (3) include detailed 
information for homeowners with reverse mortgages.  Additionally, letters mailed to homeowners may 
not have been timely for some and did not discuss loss mitigation.  This condition occurred in part 
because HUD chose to direct certain information to lenders only and relied on them to communicate with 
borrowers, and because it did not have a strategy for sending letters.  As a result, homeowners may not 
have been aware of available protections and loss mitigation options.  If HUD addresses the issues 
identified, it could better serve homeowners through the end of the COVID-19 pandemic and during 
future disasters and national emergencies.  

What We Recommend 
We recommend that HUD’s Office of Single Family Housing update its COVID-19 Resources for 
Homeowners webpage to adequately cover key information related to forbearance for forward 
mortgages, extension periods for reverse mortgages, loss mitigation, and other assistance available.  We 
also recommend that HUD develop a communication strategy detailing how and when it plans to use 
websites, letters, and other methods to proactively notify homeowners about relief programs, 
protections, and loss mitigation options during disasters and national emergencies.  
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Background and Objective 
On March 11, 2020, the World Health Organization declared the coronavirus disease of 2019 (COVID-19) 
a global pandemic.  On March 13, 2020, the COVID-19 pandemic was declared a national emergency in 
the United States.  On March 27, 2020, the President signed the Coronavirus Aid, Relief, and Economic 
Security (CARES) Act (Public Law 116-136) into law.  The CARES Act provided mortgage forbearance1 and 
foreclosure protection for borrowers with federally backed mortgage loans.  

The U.S. Department of Housing and Urban Development’s (HUD) Office of Single Family Housing 
administers programs that insure mortgage lenders against losses from default and encourage lenders to 
provide mortgage financing to eligible borrowers.  HUD does not make direct loans to borrowers.  Rather, 
it insures loans through various Federal Housing Administration (FHA) single-family2 forward mortgage 
and Home Equity Conversion Mortgage (HECM) reverse mortgage programs.3  Under these programs, 
lenders agree to comply with FHA’s requirements related to mortgage origination, servicing, and 
disposition.  For example, lenders interact with borrowers to provide information and assistance when 
needed.     

HUD made various protections and relief available to homeowners with FHA-insured mortgages, including 
COVID-19 forbearance for forward mortgages; COVID-19 HECM extensions for reverse mortgages, and 
foreclosure protection.  Forbearance allows lenders to reduce or suspend payments when requested by 
homeowners without specific terms of repayment.  An extension period allows homeowners to request 
that servicing lenders delay calling a loan due and payable when they are unable to comply with reverse 
mortgage conditions.  Forbearance and extension periods delay the possibility of foreclosure4 beyond the 
initial 60-day foreclosure moratorium in the CARES Act.  Additionally, while borrowers are on a 
forbearance plan or in an extension period, lenders are also required to waive all late charges, fees, and 
penalties.  Before forbearance or extension periods end, lenders must evaluate borrowers for loss 
mitigation options to assist with repayment of missed amounts, minimize economic impact, and avoid 
foreclosure.  Appendixes C and D show the loss mitigation options available for homeowners with 
forward and reverse mortgages.  

Throughout the pandemic, HUD issued mortgagee letters and guidance to lenders notifying them of the 
loss mitigations available, extending the deadline for approving forbearance and extension periods, and 
expanding the possible duration of relief.  Appendix B details the deadlines and relief durations available 

 
1 The CARES Act allowed borrowers to request forbearance of monthly mortgage payments for up to 180 days 

and add an additional 180 days.  Mortgage servicers had to grant forbearance, and borrowers could shorten 
the forbearance period and resume payments.  No documentation was required.  

2 Under its single-family mortgage programs, HUD provides insurance for mortgages secured by residential 
properties with one to four units.  

3  Forward mortgages allow applicants to borrow money to purchase or refinance a home.  Reverse mortgages 
allow homeowners 62 or older to obtain income by accessing the equity in their homes.  With reverse 
mortgages, homeowners receive money from the lender and are not required to repay the loan if they 
continue to meet loan conditions such as payment of required property charges. 

4 Foreclosure is when a servicer takes the property if a forward mortgage borrower fails to make mortgage 
payments, or a reverse mortgage borrower fails to meet the loan conditions.  
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throughout the COVID-19 pandemic and shows that certain borrowers can still enter into a COVID-19 
forbearance or COVID-19 HECM extension through the end of the COVID-19 National Emergency.5  

Although the CARES Act did not require HUD or servicers to proactively provide information about 
forbearance and foreclosure protection to homeowners, a June 2020 U.S. Government Accountability 
Office (GAO) report (GAO-20-625) stated that a key challenge will be helping borrowers understand 
whether the CARES Act’s protections apply to them and what protections are available to them.  GAO 
cautioned that individuals lacking internet access may not be exercising protections.  In June 2020, HUD’s 
Chief Financial Officer issued a document entitled HUD’s Planned Use of CARES Act Funding, stating that 
“clear, consistent, and timely communication with public housing authorities (PHAs), homeless services 
providers, property owners, lenders, and grantees” is central to HUD’s strategy.  

Previous HUD Office of Inspector General (OIG) work has identified concerns with servicer 
communication about COVID-19 protections for homeowners.  In April and September 2020, we found 
that incorrect information was communicated to borrowers on servicers’ websites.6  More recently,7 we 
found that servicers’ communication with borrowers did not always make them aware of their rights to a 
COVID-19 forbearance.  Additionally, we previously identified aspects of HUD’s communication to renters 
on its website and published guidance that could be strengthened.8  For this review, we focused on HUD’s 
efforts to proactively communicate information to homeowners during the pandemic to highlight the 
quality of HUD’s communication and identify areas for improvement.  

The objective of this audit was to assess HUD’s communication to homeowners with FHA-insured 
mortgages through its website, joint website,9 and other proactive methods about protections, 
repayment options, loss mitigation options, and responsibilities related to COVID-19.  

 
  

 
5 President Biden continued the National Emergency beyond March 1, 2021, and March 1, 2022, and it has 

remained in effect since then.  
6  See https://www.hudoig.gov/reports-publications/topic-brief/some-mortgage-loan-servicers-websites-offer-

information-about and https://www.hudoig.gov/reports-publications/memorandum/some-mortgage-loan-
servicers-websites-continue-offer-information   

7  2022-KC-0001, issued on December 15, 2021.  See https://www.hudoig.gov/reports-publications/report/fha-
borrowers-did-not-always-properly-receive-covid-19-forbearances      

8  2021-NY-0801, issued on October 13, 2020.  See https://www.hudoig.gov/reports-
publications/memorandum/opportunities-exist-improve-huds-communication-renters-about    

9  To ensure that homeowners and renters have the most up-to-date and accurate housing assistance 
information during the COVID-19 National Emergency, the Consumer Financial Protection Bureau, Federal 
Housing Finance Agency, and HUD launched the new mortgage and housing assistance website, 
https://www.consumerfinance.gov/coronavirus/mortgage-and-housing-assistance/.  

 

https://www.hudoig.gov/reports-publications/topic-brief/some-mortgage-loan-servicers-websites-offer-information-about
https://www.hudoig.gov/reports-publications/topic-brief/some-mortgage-loan-servicers-websites-offer-information-about
https://www.hudoig.gov/reports-publications/memorandum/some-mortgage-loan-servicers-websites-continue-offer-information
https://www.hudoig.gov/reports-publications/memorandum/some-mortgage-loan-servicers-websites-continue-offer-information
https://www.hudoig.gov/reports-publications/report/fha-borrowers-did-not-always-properly-receive-covid-19-forbearances
https://www.hudoig.gov/reports-publications/report/fha-borrowers-did-not-always-properly-receive-covid-19-forbearances
https://www.hudoig.gov/reports-publications/report/fha-borrowers-did-not-always-properly-receive-covid-19-forbearances
https://www.hudoig.gov/reports-publications/memorandum/opportunities-exist-improve-huds-communication-renters-about
https://www.hudoig.gov/reports-publications/memorandum/opportunities-exist-improve-huds-communication-renters-about
https://www.consumerfinance.gov/coronavirus/mortgage-and-housing-assistance/
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Results of Audit 
FINDING:  HUD COMMUNICATED CRITICAL INFORMATION TO 
HOMEOWNERS, BUT IMPROVEMENTS CAN BE MADE 
HUD proactively communicated critical information with homeowners during the COVID-19 pandemic.  
However, there are several areas in which HUD could improve its communication.  For example, HUD’s 
COVID-19 Resources for Homeowners webpage did not (1) clearly present the deadline for requesting 
forbearance, (2) detail loss mitigation options available after forbearance, (3) include detailed information 
for homeowners with reverse mortgages, (4) include information on other assistance, and (5) maintain a 
content date indicating when information was added or updated.  Additionally, letters mailed to 
homeowners may not have been timely for some and did not discuss loss mitigation.  This condition 
occurred in part because HUD chose to direct certain information to lenders only and relied on them to 
communicate with borrowers, and because it did not have a strategy for sending letters.  As a result, 
homeowners may not have been aware of available protections and loss mitigation options.  If HUD 
addresses the issues identified, it could better serve homeowners through the end of the COVID-19 
pandemic and during future disasters and emergencies.  

HUD Proactively Communicated Information Using Several Methods  
HUD proactively communicated critical information to homeowners during the COVID-19 pandemic.  
These efforts were important given the unprecedented nature and scope of the situation, and the 
number of borrowers impacted.  From the beginning of the pandemic through the end of fiscal year 2022, 
more than 1.8 million borrowers received COVID-19 forbearance and more than 1 million of these 
borrowers entered into loss mitigation plans that would enable them to remain in the home or were in 
the process of doing so.10  In addition to various requirements for lenders to provide information to 
borrowers, HUD used a variety of proactive methods to communicate more directly with homeowners.  
For example,  

 HUD launched its COVID-19 Resources for Homeowners webpage11 in March 2020.  Over time, 
this webpage has included information about forbearance relief and eviction protections as well 
as links to relevant HUD media resources; vaccine and health information; various Federal, State, 
and local resources; information about COVID-19 scams; and how to report discrimination, 
complaints, fraud, waste, and abuse.  

 HUD launched a joint website with the Consumer Financial Protection Bureau and Federal 
Housing Finance Agency in May 2020, which included information on requesting, extending, and 
exiting forbearance; avoiding foreclosure; and reverse mortgage protections for homeowners 
with COVID-19-related hardships. 

 HUD launched social media campaigns about forbearance and other COVID-19 relief in March 
2020. 

 HUD mailed letters to homeowners with delinquent forward mortgages in June 2021 and April 
2022, and to certain homeowners with reverse mortgages in April 2022 to let them know whom 
to contact to discuss relief options.  See appendixes E, F, and G.  

 
10  https://www.hud.gov/sites/dfiles/Housing/documents/2022FHAAnnualRptMMIFund.pdf, see pages 16 and 19.  
11  https://www.hud.gov/coronavirus/homeowners  

https://www.hud.gov/sites/dfiles/Housing/documents/2022FHAAnnualRptMMIFund.pdf
https://www.hud.gov/coronavirus/homeowners
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 HUD made relevant frequently asked questions available on its self-serve FHA Resource Center 
website12 and relevant press releases13 available on its main website.  

HUD Could Improve Its COVID-19 Resources for Homeowners Webpage  
Although HUD’s COVID-19 Resources for Homeowners webpage communicated critical information and 
made some improvements during our review, additional improvements should be made to better serve 
homeowners.  The sections below detail areas identified for improvement.   

Forbearance Information for Forward Mortgages 
The COVID-19 Resources for Homeowners webpage contained conflicting information about the deadline 
for homeowners with forward FHA mortgages to request COVID-19 forbearance.  The webpage included 
a visual with key dates, which evolved throughout the pandemic as HUD extended the deadlines and 
forbearance period.  The most recent change to the key dates occurred when HUD provided guidance to 
lenders for borrowers who requested an initial forbearance between October 1, 2021, and the end of the 
COVID-19 National Emergency.  As shown in the figure below, although the last row properly relayed this 
information, the top continues to say that homeowners who have not yet requested COVID-19 
forbearance must request this assistance by September 30, 2021.  As of August 15, 2022, HUD had not 
corrected this issue, and the conflicting information remained on its webpage despite the National 
Emergency declaration’s remaining in effect.  

 
 

12  https://answers.hud.gov/FHA/s/   
13  https://www.hud.gov/press  

https://answers.hud.gov/FHA/s/
https://www.hud.gov/press


  

 
Office of Inspector General | U.S. Department of Housing and Urban Development Page | 9 

 

Loss Mitigation Information for Forward Mortgages 
HUD’s COVID-19 Resources for Homeowners webpage did not contain information on all loss mitigation 
options for forward mortgages.  The webpage informed homeowners that their servicer would check to 
see if they were eligible for a partial claim,14 and beginning in July 2021, it explained that the servicer 
would determine whether they were eligible for one of FHA’s COVID-19 loss mitigation tools to bring their 
mortgage current.  However, the webpage did not name or provide details about the various loss 
mitigation options that could be available for homeowners with forward mortgages coming out of COVID-
19 forbearance.  These options include the COVID-19-specific home retention15 and disposition16 options 
shown in appendix C of this report.  Although HUD created a webpage for homeowners with loss 
mitigation option information in February 2022, it was not updated to include information on the new 40-
year loan modification option, and the COVID-19 Resources for Homeowners webpage did not mention 
this page or provide a link to it.  

Extension Period and Loss Mitigation Information for Reverse Mortgages 
HUD’s COVID-19 Resources for Homeowners webpage did not include information on protections and 
loss mitigation options available to homeowners with reverse mortgages.  The webpage has a link to the 
Consumer Financial Protection Bureau’s website for homeowners to find protections for reverse 
mortgage borrowers,17 and that website explains the different types of reverse mortgages and 
protections.  However, HUD’s COVID-19 Resources for Homeowners webpage does not tell homeowners 
that they are eligible for a COVID-19 HECM extension period or explain the loss mitigation options 
available for homeowners with reverse mortgages coming out of an extension period.  Although HUD had 
not established specific COVID-19 loss mitigation policies for reverse mortgages, it had issued temporary 
partial waivers to its standard loss mitigation for reverse mortgages, which allowed servicers to offer 
homeowners a recalculated repayment plan for some unpaid property charges, regardless of outstanding 
amount.  Key information for homeowners with reverse mortgages can be found in appendixes B and D. 

Homeowner Assistance Fund Information 
HUD’s COVID-19 Resources for Homeowners webpage did not contain information about the U.S. 
Department of the Treasury’s Homeowner Assistance Fund program, which was established under The 
American Rescue Plan Act of 2021 to provide financial assistance to eligible homeowners who have 
suffered financial hardships during the COVID-19 National Emergency.  These funds are administered by 
States, territories, and tribes and may be used for mortgage payment assistance, mortgage 
reinstatement, utilities, insurance, and other housing-related costs.  HUD issued guidance requiring 
lenders to inform borrowers, using any available method of communication, that they may apply for 
Treasury’s Homeowner Assistance Fund if it is available in their jurisdiction.  HUD told lenders that the 

 
14  A partial claim takes homeowners’ reduced or paused payments and secures them in a subordinate lien on the 

property.  Homeowners must repay this subordinate lien when they sell their home or refinance their 
mortgage or their mortgage otherwise ends.  

15  Home retention options available after COVID-19 forbearance include COVID-19 Advance Loan Modification, 
COVID-19 Recovery Standalone Partial Claim, COVID-19 Recovery Modification (30-year and 40-year options), 
and COVID-19 Recovery Non-Occupant Loan Modification. 

16  Home disposition options available after COVID-19 Forbearance include COVID-19 Pre-foreclosure Sale and 
COVID-19 Deed-in-Lieu of Foreclosure. 

17  https://www.consumerfinance.gov/coronavirus/mortgage-and-housing-assistance/help-for-
homeowners/protections-for-reverse-mortgage-borrowers/  

https://www.consumerfinance.gov/coronavirus/mortgage-and-housing-assistance/help-for-homeowners/protections-for-reverse-mortgage-borrowers/
https://www.consumerfinance.gov/coronavirus/mortgage-and-housing-assistance/help-for-homeowners/protections-for-reverse-mortgage-borrowers/
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funds may be used to pay borrowers’ FHA-insured mortgage or any partial claim mortgage.  Although 
HUD created a webpage for homeowners with loss mitigation option information in February 2022, which 
includes information on the Homeowner Assistance Fund, the COVID-19 Resources for Homeowners 
webpage did not mention this page or provide a link to it. 

Webpage Content Date 
HUD’s COVID-19 Resources for Homeowners webpage did not always contain accurate information about 
the date on which it was last updated.  HUD did not initially have a content date but added a placeholder 
at the bottom of the webpage as a result of this audit.  Until April 2022, it listed a 2021 content date, 
although there had been several updates since then.  HUD then updated the content date to February 16, 
2022; however, it needs to ensure that the content date remains accurate going forward so that 
homeowners will know when information was last updated. 

In June 2021, HUD's Office of Single Family Housing collaborated with other HUD components to conduct 
a major redesign of the COVID-19 Resources for Homeowners webpage as part of a larger effort to 
modernize agency websites and focus on customer experience.  However, HUD continued to exclude 
some key information related to COVID-19 from the webpage.  HUD explained that some information, 
such as loss mitigation options, was not provided on the webpage, because HUD directed the information 
to lenders, which it relied on to communicate to borrowers.  In other instances, HUD chose to make 
information available for homeowners on other areas of its website but did not also include the 
information or provide a direct path to it on the COVID-19 Resources for Homeowners webpage. 

As a result, homeowners may not have been able to find information about available protections and loss 
mitigation.  HUD could improve its COVID-19 Resources for Homeowners webpage and other websites by 
ensuring that (1) key information is included, communicated clearly, and up to date; (2) information 
across its various websites is consistent and linked together in an intuitive, user-friendly way; and (3) 
accurate content dates showing when information was added or updated are maintained.  If HUD 
addresses the issues identified with its COVID-19 Resources for Homeowners webpage, it may help 
homeowners keep their homes and prevent the FHA insurance fund from incurring excessive losses as 
forbearance and extension periods end.  Further, if HUD develops a plan for how and when it will use its 
websites in the future to share information with homeowners about relief programs, protections, and 
loss mitigation options, it could improve customer experience and better protect the insurance fund 
during future disasters and national emergencies.  

HUD Could Benefit from Formalizing a Strategy for Outreach to 
Homeowners   
HUD proactively sent letters to some homeowners eligible for forbearance protection and reverse 
mortgage extensions.  Specifically, 

 In June 2021, HUD sent a letter to 325,477 homeowners who were delinquent on their FHA 
forward mortgage but had not requested forbearance.  The letter informed borrowers that they 
could contact their servicers or a HUD-approved housing counseling agency and let homeowners 
know that FHA’s special COVID-19 mortgage payment forbearance is currently available to them.  
See appendix E. 
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 In April 2022, HUD sent an updated letter to 418,499 homeowners who were delinquent on their 
FHA forward mortgage.  The letter informed borrowers that they could contact their servicers or 
a HUD-approved housing counseling agency to discuss options for bringing their mortgage 
current or other relief that may be available to them.  Additionally, in the April 2022 letter, HUD 
mentioned that Federal, State, and local governments were implementing various mortgage 
relief options, including the Homeowner Assistance Fund.  See appendix F.  

 In April 2022, HUD sent a letter to borrowers for 18,926 reverse mortgages that had at least one 
living borrower and default reasons tied to unpaid property charges to let them know that they 
could reach out to a HUD-approved housing counseling agency to discuss relief options if they 
were having difficulty paying required property charges.  This letter also notified homeowners 
that Federal, State, and local governments were implementing various mortgage relief options, 
such as the Homeowner Assistance Fund.  See appendix G. 

The three letters were available in English and Spanish, and the April 2022 letters can be found on HUD’s 
Office of Housing Counseling website,18 as shown in the image below.  

 

HUD’s Office of Single Family Housing told us that there was no precedent for FHA sending information 
directly to homeowners because FHA does not have a direct, contractual relationship with individual 
borrowers.  Rather, HUD’s program is designed for lenders and servicers to interact directly with 
borrowers in accordance with FHA’s requirements.  FHA ultimately decided to take the unprecedented 
step of contacting borrowers directly to encourage them to make contact with their servicers in light of 
extraordinary circumstances created by the pandemic.  To accomplish this, the Office of Single Family 
Housing provided information to FHA’s Office of Housing Counseling so that the Office of Housing 
Counseling could send the letters to the homeowners mentioned above.19   

We commend HUD for proactively contacting these homeowners, and we identified several ways in 
which HUD could improve its use of mailed communication to homeowners should it choose to do so in 
the future.  First, we believe developing a strategy that considers when and how to contact borrowers 
directly would benefit HUD in making timely decisions on how to address extraordinary circumstances in 
the future.  Here, FHA sent its first round of letters approximately 15 months into the pandemic, and sent 

 
18  https://www.hud.gov/program_offices/housing/sfh/hcc/hcc_home 
19  The Office of Housing Counseling provides support and oversight to HUD-approved housing counseling 

agencies nationwide, and these agencies, in turn, provide tools and educational resources to consumers, 
prospective FHA and other borrowers, renters, and disaster victims so that they can make responsible choices 
to address their housing needs.  

https://www.hud.gov/program_offices/housing/sfh/hcc/hcc_home
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its second round of letters approximately 10 months later.  HUD did not include those with reverse 
mortgages until the second round.   

Developing a strategy would also assist HUD in determining what, if any, direct communication it should 
have with borrowers through the end of the COVID-19 pandemic.  For example, borrowers that are 
currently in forbearance may need information about loss mitigation, which was not included in previous 
letters, and others may be eligible to enter COVID-19 forbearance for the first time.  In the last quarter of 
fiscal year 2022, more than 93,000 borrowers requested COVID-19 forbearance for the first time,20 and 
this relief remains available to borrowers through the end of the COVID-19 National Emergency.  Letters 
could be particularly effective for those lacking internet access, who GAO cautioned may not be 
exercising protections.  

Further, if HUD develops a plan for how and when it will use letters in the future to share information 
with homeowners about relief programs, protections, and loss mitigation options, it could improve 
customer experience and better protect the insurance fund during future disasters and national 
emergencies.  

Conclusion   
HUD proactively communicated some critical information to homeowners with FHA-insured mortgages 
and made improvements during the review.  However, the issues identified show that homeowners may 
not have been aware of available protections and loss mitigation options.  This condition occurred in part 
because HUD chose to direct certain information to lenders only and relied on them to communicate with 
borrowers.  Homeowners are still facing or recovering from pandemic-related financial difficulties and 
need information.  If HUD addresses the issues identified, it may help homeowners keep their homes and 
prevent the FHA insurance fund from incurring excessive losses as forbearance and extension periods 
end.  Additionally, having a detailed plan for how HUD will use websites, letters, and other methods to 
proactively provide information to homeowners during future disasters and national emergencies could 
further improve customer experience and protect the insurance fund from unnecessary loss.  

Recommendations   
We recommend that the Deputy Assistant Secretary for Single Family Housing  

1A. Update its COVID-19 Resources for Homeowners webpage to clearly communicate that 
homeowners who had not previously requested forbearance by September 30, 2021, are eligible 
to request forbearance from their servicer through the end of the COVID-19 National Emergency.  

1B. Update its COVID-19 Resources for Homeowners webpage to include information on the various 
COVID-19 loss mitigation options servicers may offer homeowners with FHA-insured forward 
mortgages who are exiting COVID-19 forbearance.  

1C. Update its COVID-19 Resources for Homeowners webpage to include details about the 
protections and loss mitigation options available for homeowners with FHA-insured reverse 
mortgages.  This information could include (1) instructions for requesting an extension, (2) a 

 
20  https://www.hud.gov/sites/dfiles/Housing/documents/2022FHAAnnualRptMMIFund.pdf, see pages 17 and 85.  

https://www.hud.gov/sites/dfiles/Housing/documents/2022FHAAnnualRptMMIFund.pdf
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statement notifying homeowners that they should not be charged late fees or penalties, (3) a 
chart showing the extension periods and related deadlines, and (4) information on the various 
loss mitigation options available for homeowners with FHA-insured reverse mortgages who are 
exiting a COVID-19 HECM extension. 

1D. Update its COVID-19 Resources for Homeowners webpage to include relevant information on the 
U.S. Department of the Treasury’s Homeowner Assistance Fund. 

1E. Work with the Office of Public Affairs, Office of Housing Counseling, and other offices within HUD 
to develop a detailed communication strategy for how and when it plans to use websites, letters, 
and other methods to proactively notify homeowners about relief programs, protections, and 
loss mitigation options during disasters and national emergencies.  The strategy could include 
processes to ensure that (1) key information is provided or made available in a timely manner 
and kept up-to-date, (2) information is communicated clearly and consistently across mediums, 
and is linked together when possible, and (3) letters are mailed to struggling homeowners when 
needed.  It could also articulate the methods HUD will use to reach homeowners without internet 
access. 
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Scope and Methodology 
We conducted our audit work remotely between April 2021 and August 2022.  Our initial audit covered 
the period March 13, 2020, through April 30, 2021.  We extended it to August 15, 2022, to check for 
relevant updates on HUD’s website through that date, and to review additional information, such as 
multiple extensions to the deadlines and key dates related to forbearance protections; updated loss 
mitigation guidance issued to lenders, including the addition of the 40-year loan modification; some 
additional social media posts; and letters mailed to borrowers in June 2021 and April 2022.  To address 
HUD’s written comments to our audit report, we also reviewed the Fiscal Year 2022 Annual Report to 
Congress Regarding the Financial Status of the Federal Housing Administration Mutual Mortgage 
Insurance Fund, which included COVID-19 forbearance and loss mitigation data through September 30, 
2022, and was issued November 15, 2022. 

To achieve our objective, we reviewed applicable laws, regulations, mortgagee letters,21 temporary 
waivers, Federal Register published on June 30, 2021, HUD Handbook 4000.1, GAO reports, OIG reports, 
relevant congressional letters about COVID-19 policies and public outreach, and press releases.  We also 
reviewed HUD’s Fiscal Year 2021 Annual Performance Plan and Fiscal Year 2019 Annual Performance 
Report, which provides detailed performance-related information.  We reviewed HUD’s High Impact 
Service Provider action plans for 2019 and 2020, which is an annual customer experience Action Plan to 
improve customer experiences.  We also reviewed HUD’s Annual Management Report for fiscal year 
ending September 30, 2020, which provides the Federal Housing Administration’s (FHA) financial and 
summary performance information.  We reviewed various proactive communication provided by HUD for 
homeowners, such as its COVID-19 Resources for Homeowners webpage, the joint website, letters it 
mailed to homeowners, and social media campaign posts.  We also reviewed an Office of Single Family 
Housing natural disaster brochure that HUD provided to its disaster staff, its FHA Resource Center, and 
housing counseling agencies.  

We interviewed Office of Single Family Housing staff from the Program Support Division, Program 
Development; Asset Management to obtain an understanding of the information on the COVID-19 
Resources for Homeowners webpage and HUD’s website related to COVID-19 protections and loss 
mitigation policies and procedures for homeowners with forward and reverse mortgages.  We met with 
the Director, Deputy Director, and supervisory housing program specialists from Servicing & Loss 
Mitigation, National Servicing Center, and the Acting Director and Deputy Director of Asset Management 
for the Office of Single Family Housing to obtain an understanding of the COVID-19 loss mitigation options 
available to homeowners with forward and reverse mortgages.  We met with the Director of the Quality 
Assurance Division to obtain an overview of HUD’s oversight of lenders related to COVID-19 loss 
mitigation policies.  We interviewed the supervisory management analyst from the Office of Field Policy 
Management to discuss the customer experience, which is about putting users at the center of agency 
work to ensure that the right problems are solved.  We interviewed the Deputy Assistant Secretary and 
senior communication advisor from the Office of Housing to discuss the FHA.gov and joint websites.  We 
interviewed the supervisory web management from the Office of Public Affairs to discuss the content and 
updates on the hud.gov website and the COVID-19 Resources for Homeowners webpage.  We met with 
the Deputy Assistant Secretary, Director of Office of Outreach and Capacity Building, and policy advisor 

 
21  Mortgagee Letters 2015-11, 2016-07, 2020-04, 2020-06, 2020-13, 2020-19, 2020-22, 2020-27, 2020-34, 2020-

43, 2020-44, 2021-03, 2021-04, 2021-05, 2021-15, 2021-18, 2021-19, 2021-24, and 2022-07. 



  

 
Office of Inspector General | U.S. Department of Housing and Urban Development Page | 15 

 

from the Office of Housing Counseling to gain an understanding of the letter mailed to homeowners with 
delinquent forward mortgages in June 2021 and to discuss other outreach campaigns.  We met with the 
Director of the Communication and Marketing Division for the Office of Housing Operations; the 
Associate General Deputy Assistant Secretary for Housing; the Deputy Assistant Secretary for Operations, 
Office of Housing-Federal Housing Administration; the Acting Associate Deputy Assistant Secretary for 
Operations, Office of Housing; and the senior communications advisor for the Office of Housing to 
determine whether HUD had recent marketing and media campaigns related to COVID-19 forbearance 
and loss mitigation options for homeowners.   

While the CARES Act did not provide a specific standard for communication to homeowners, we reviewed 
and navigated HUD’s various communications to homeowners about COVID-19 protections, repayment 
options, loss mitigation options, and responsibilities to highlight the quality of HUD’s communication and 
identify areas for improvement.  

We determined that the internal control component of information and communication was significant to 
our audit objective, including underlying principles for internal and external communication, such as 
communication within HUD and HUD’s communication with homeowners and the public.  We assessed 
HUD’s controls related to information and communication.  Our assessment was not designed to provide 
assurance regarding the effectiveness of HUD’s internal control system, and we do not express an opinion 
on the effectiveness of HUD’s internal control system.  

We conducted the audit in accordance with generally accepted government auditing standards.  Those 
standards require that we plan and perform the audit to obtain sufficient, appropriate evidence to 
provide a reasonable basis for our findings and conclusions based on our audit objective.  We believe that 
the evidence obtained provides a reasonable basis for our findings and conclusions based on our audit 
objective.  
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Appendixes 
APPENDIX A - AUDITEE COMMENTS AND OIG’S EVALUATION 
Ref to OIG Evaluation – Auditee Comments     
     
   
  

 

 
 

 

 Comment 1 > 
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Ref to OIG Evaluation – Auditee Comments     
     

   
  

 

 Comment 2 > 

 

 

 

 
 

 

 

 

 

 

 

 

 Comment 3 > 

 

 
 

 Comment 4 > 
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Ref to OIG Evaluation – Auditee Comments     
     
   
  

 

 Comment 5 > 
 

 

 

 

 Comment 6 > 

 

 Comment 7 > 
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OIG Evaluation of Auditee Comments 
 
Comment 1 HUD requested that the report more fully describe the scope of the problem it was facing 

and the number of homeowners helped during the COVID-19 pandemic.  We acknowledge 
that HUD was addressing an unprecedented emergency and added language on page 7 to 
highlight the importance of its efforts given the unprecedented nature and scope of the 
situation and to acknowledge the number of homeowners assisted as of the end of fiscal 
year 2022. 

  
Comment 2 HUD requested that the report discuss how FHA’s mortgage insurance operates and the 

ways in which its policies and loss mitigation options are typically implemented in the field.  
Although the draft report contained some details on how FHA’s mortgage insurance operates, 
we made updates on pages 5, 7, and 11 to address HUD’s comments.  On pages 5 and 11, we 
added information to acknowledge that HUD does not make direct loans to borrowers and 
clarify that it does not have a direct, contractual relationship with individual borrowers.  
Further, on pages 5, 7, and 11, we added language acknowledging that lenders normally 
interact with borrowers to provide information and assistance when needed.   

 
Comment 3 We acknowledge and commend HUD for contacting borrowers directly through letters.  As 

mentioned on page 11 of the finding, we understand that there was no precedent for 
sending information directly to homeowners.  We updated this language to further 
acknowledge that HUD decided to take this unprecedented step to encourage borrowers to 
make contact with their servicers in light of the extraordinary circumstances created by the 
pandemic. 

 
Comment 4 We acknowledge that HUD had never relied so heavily on its website to communicate to 

borrowers, and that it attempted to provide information and resources directly to 
borrowers due to the emergency.  On page 7 of the report, above where we explain that 
HUD launched the COVID-19 Resources for Homeowners webpage, we added language 
emphasizing the importance of HUD’s efforts given the unprecedented nature and scope of 
the situation.  Also, on page 10, we discuss the June 2021 redesign of that webpage, which 
was part of a larger effort to modernize agency websites and focus on customer 
experience.   

 
Comment 5 We acknowledge that HUD agrees with Recommendations 1A through 1D and endorses the 

critical importance of frequently updating the COVID-19 Resources for Homeowners 
website.  We look forward to working with HUD through the audit resolution process to 
ensure that the recommendations are fully addressed.   

 
Comment 6 HUD indicated that it has no current plans to communicate directly with borrowers again 

regarding COVID loss mitigation options and agreed to consider whether such 
communication is necessary based on guidelines developed through the implementation of 
Recommendation 1F.  HUD also suggested that OIG consider combining Recommendations 
1E and 1F to support a comprehensive strategy.  In response to HUD’s comments, we 
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combined the two draft recommendations, now referenced as Recommendation 1E in the 
final report.   

 
Comment 7 We acknowledge that HUD agrees with Recommendation 1F, which is now referenced as 

Recommendation 1E in the final report, and plans to develop a clear communication 
strategy that will address web resources and public awareness campaigns as well as 
guidelines for when direct communication with borrowers is warranted and appropriate.  
We look forward to working with HUD through the audit resolution process to ensure the 
recommendation is fully addressed.   
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APPENDIX B - KEY DATES FOR FORBEARANCE AND EXTENSION PERIODS22  
Forbearance key dates for forward mortgages  

Initial 
forbearance 

date 

Initial 
forbearance 

period 

Additional 
forbearance 

period 

Forbearance 
 Extensions 

Maximum 
forbearance 

period23 

March 1, 2020 – June 30, 2020 Up to 6 months Up to 6 months Up to 6 months  Up to 18 months 

July 1, 2020 – September 30, 2020 Up to 6 months Up to 6 months Up to 3 months Up to 15 months 

October 1, 2020 – June 30, 2021 Up to 6 months Up to 6 months n/a Up to 12 months 

July 1, 2021 – September 30, 2021 Up to 6 months Up to 6 months n/a Up to 12 months 

October 1, 2021 – end of the  
COVID-19 National Emergency Up to 6 months 

Up to 6 
months24 n/a Up to 12 months 

 

Extension period key dates for reverse mortgages  
Initial 

extension 
start date 

Initial 
extension 

period 

Additional 
extension 

period 

Additional 
extensions 

Maximum 
extension 
period25 

March 1, 2020 – June 30, 2020 Up to 6 months Up to 6 months Up to 6 months  Up to 18 months 

July 1, 2020 – September 30, 2020 Up to 6 months Up to 6 months Up to 3 months Up to 15 months 

October 1, 2020 – June 30, 2021 Up to 6 months Up to 6 months n/a Up to 12 months 

July 1, 2021 – September 30, 2021 Up to 6 months Up to 6 months n/a Up to 6 months 

October 1, 2021 – end of the  
COVID-19 National Emergency 

Up to 6 months 
Up to 6 

months26  
n/a Up to 12 months 

 
22  From Mortgagee Letter 2021-24. 
23  The period of COVID-19 forbearance may not extend beyond 6 months after the end of the COVID-19 National 

Emergency or September 30, 2022, whichever is later. 
24  Additional period is only applicable if the initial forbearance period will be used and expired during the COVID-

19 National Emergency. 
25  The period of COVID-19 extension may not extend beyond 6 months after the end of the COVID-19 National 

Emergency or September 30, 2022, whichever is later. 
26  Additional period is applicable only if the initial extension period will be used and expired during the COVID-19 

National Emergency. 
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APPENDIX C - LOSS MITIGATION OPTIONS FOR FORWARD MORTGAGES27 

Option What is it? Key information for borrowers 

COVID-19 recovery home retention options 

COVID-19 advance 
loan modification 
(prewaterfall step28) 

This is when the lender 
modifies the rate and term 
of the loan to reduce the 
monthly payment. 
 

• Used 30 days before end of forbearance period, or if 90 or more 
days delinquent and not on a COVID-19 forbearance. 

• Eligible borrowers will be mailed documents that explain the 
modified loan payment amount and next payment date. 

• Do not have to accept the loan terms. 
• Must sign and return documents within 30 days to accept loan 

terms. 
• The property can be owner occupied or non-owner occupied. 
• Fully reinstates the loan. 
• All late charges and penalties are waived except those added 

before March 1, 2020. 

COVID-19 recovery 
stand-alone partial 
claim29 

This is an interest-free and 
no-fee loan from HUD that 
takes reduced or paused 
payments and puts them 
into a second mortgage on 
the property. 

• Used when borrower indicates that they can resume making on-
time mortgage payments. 

• Must repay this second mortgage when the home is sold or 
refinanced or the mortgage otherwise ends. 

• The property must be owner-occupied. 
• Fully reinstates the loan. 
• All late charges and penalties are waived except those added 

before March 1, 2020. 

COVID-19 recovery 
modification30 

This is when the lender 
modifies the rate and term 
of the loan to reduce the 
monthly payment.  It must 
include a partial claim if 
partial claim funds are 
available. 

• Used when the borrower indicates that they can make a modified 
mortgage payment. 

• No income documentation is required. 
• The property must be owner-occupied. 
• Fully reinstates the loan. 
• The modified loan is a fixed rate loan. 
• The modified loan term is 360 months. 
• All late charges and penalties are waived except those added 

before March 1, 2020. 
• May receive more than one COVID-19 recovery modification. 

COVID-19 recovery 
modification -  
40-year mortgage 
modification31 

This is when the lender 
modifies the rate and term 
of the loan to reduce the 
monthly payment. 

• Must include a partial claim. 
• Cannot make mortgage payments with a 30-year loan modification. 
• Mortgages funded with mortgage revenue bonds cannot exceed 30 

years. 

 
27  From Mortgagee Letters 2021-18 and 2022-07. 
28  The prewaterfall step happens before the loss mitigation options in the waterfall. 
29  This option replaces the COVID-19 stand-alone partial claim, used from April 1, 2020, to July 23, 2021. 
30  This option replaces the COVID-19 owner-occupant loan modification, COVID-19 combination partial claim and 

loan modification, and the COVID-19 FHA-HAMP Combination Loan HAMP Modification and Partial claim with 
Reduced Documentation, used from July 8, 2020, to July 23, 2021. 

31  From Mortgagee Letter 2022-07. 
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Option What is it? Key information for borrowers 

COVID-19 recovery 
nonoccupant loan 
modification32 

This is when the lender 
modifies the rate and term 
of the loan to reduce the 
monthly payment. 

• Used when the borrower indicates they can pay the modified 
mortgage payment. 

• The property is not owner occupied.  It can be rental property, a 
secondary home, or a vacation home. 

• All late charges, fees, and penalties are waived except those added 
before March 1, 2020. 

• Fully reinstates the loan. 
• The modified loan is a fixed-rate loan. 
• The modified loan term is 360 months, but it may be less if 

borrower requested. 
• The mortgage payment may increase. 
• If the borrower redefaults due to COVID-19, they may receive more 

than one COVID-19 recovery nonoccupant loan modification. 

COVID-19 home disposition options 

COVID-19 
preforeclosure sale 

This is when a borrower 
sells home for less than 
what is owed and the funds 
are used to pay off the loan. 

• Used when the borrower shows a financial hardship due to COVID-
19, affecting ability to pay the mortgage. 

• The borrower does not qualify for any COVID-19 recovery home 
retention option. 

• The property is not condemned. 
• If borrower’s situation improves and wants to keep the home, the 

borrower must contact the lender to be reviewed for COVID-19 
home retention options. 

COVID-19 deed-in-
lieu of foreclosure 

This is when a borrower 
willingly turns home over to 
HUD to satisfy the amount 
owed on the mortgage. 

• Used when the borrower shows a financial hardship due to COVID-
19, affecting ability to pay the mortgage. 

• The borrower does not qualify for any COVID-19 recovery home 
retention option. 

• The property is not condemned. 
• The borrower is unable to complete a COVID-19 preforeclosure 

sale. 
• The borrower is released from all obligations under the loan. 

 
  

 
32  This option replaces the COVID-19 nonoccupant loan modification, used from July 8, 2020, to July 23, 2021. 
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APPENDIX D - LOSS MITIGATION OPTIONS FOR REVERSE MORTGAGES33 
 

Option What is it? Key information for borrowers 

Loss mitigation options for borrowers with unpaid property charges 

Refinance 
This is when a borrower’s 
reverse loan is replaced with 
a new reverse loan. 

• Must meet all current origination requirements. 
• The loan is not in a deferral period.34 

Information on local 
assistance programs 

This is when the lender 
gives information on local 
assistance programs. 

• No cost to the borrower. 
• The loan is not in a deferral period. 

If a borrower is not eligible for the above loss mitigation options or a borrower refuses the option, the lender may offer the 
following: 

Repayment plan 

This is when the lender pays 
certain unpaid property 
charges for the borrower 
and the borrower agrees to 
repay the lender monthly. 

• The loan is not in a deferral period. 

• There are unpaid property charges. 
• The borrower must be current on homeowners association fees if 

applicable. 
• There is no limit on the amount of unpaid property charges.35 
• The borrower provides financial information showing that he or she 

can repay. 

 
  

 
33  From Mortgagee Letter 2015-11 and Temporary Partial Waiver related to Mortgagee Letter 2015-11. 
34  A deferral period is a period after the death of the last borrower with the due and payable status delayed for 

an eligible nonborrowing spouse.  The nonborrowing spouse must meet certain attributes and FHA 
requirements. 

35  A temporary partial waiver lets lenders offer repayment plans to borrowers regardless of amount and lack of 
borrower success in paying under previous repayment plans. 
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APPENDIX E - JUNE 2021 LETTER MAILED TO CERTAIN HOMEOWNERS 
WITH FORWARD MORTGAGES 
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APPENDIX F - APRIL 2022 LETTER MAILED TO CERTAIN HOMEOWNERS 
WITH FORWARD MORTGAGES 
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APPENDIX G - APRIL 2022 LETTER MAILED TO CERTAIN HOMEOWNERS 
WITH REVERSE MORTGAGES 
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