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The
Homeowner
Business
Transformation

Introducing new technologies
and enhanced access to data,

The Homeowner Business
Transformation (HBT) is a multi-
year program that will
modernize CMHC’s homeowner
mortgage loan insurance
business while building a strong
foundation for the future.

as well as optimizing the
processes behind our
homeowner mortgage loan
insurance business.
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The goal of HBT is to better
support housing market stability
and introduce solutions that
meet the pressing needs of
Canadians - all in support of
CMHC'’s 2030 Aspiration.
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Introducing the
Insurance Servicing Tools

Updated technology and enhanced capabilities including
web-based submission tools and streamlined processing will
be introduced within the new Insurance Servicing Tools.

The Insurance Servicing Tools are available through an online,
self-service platform for mortgage insurance servicing.

Administrator(s) will not replace the user
management functions required for other CMHC

products such as emiliCLAIMS or any CMHC systems;
credentials for this platform do not replace
credentials for existing CMHC systems.

Default Management
Request Submission Tool

Live - December 2020

{a)

Arrears Report g

Homeowner Claims
Upload Tool Insurance Submission Tool
Available to select users Servicing Tools Available to select users

User Access Management

In development
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How to Accept Your Invitation

To access the Insurance Servicing Tools you will need to complete the one-time process of accepting your personalized
invitation. Follow these steps to learn how to accept your invitation.

01 C ‘ Hello,

You have been invited to access the Insurance Servicing , ,
Tools provided by Canada Mortgage and Housing

O pe n Yo u r Corporation (CMHC).

Access is intended only for the person or entity to which

I nvitat i o n E - m a i I this email invitation is addressed. Please be advised that

this is a protected, proprietary, confidential and/or
privileged material. If you are not the intended recipient
of this message, please delete immediately.

You will receive an e-mail from the Insurance Servicing Tools via
no-reply@cmhc.ca. As this is a customized invitation, please do
not forward it.

To get started, please click the "Accept invitation” link
below:

This invitation is personalized, please do not forward this
Select Accept invitation email. Please do not reply to this email.

Thank you.
If you have previously accepted your invitation e-mail for a
different insurance servicing tool such as the default
management request submission tool, you will not receive this
invitation e-mail again. You will automatically be granted access
to any additional tool(s) at go-live.

Accept invitation

If this is your first time accessing the Insurance Servicing Tools If you do not find the invitation e-mail in
and you did not receive an invitation e-mail, contact the Help your inbox, check the spam or junk folder.
Desk. Please, refer to the contact information on page 76.

CANADA MORTGAGE AND HOUSING CORPORATION A



How to Accept your Invitation

02.

Confirm Creation of
New Account

Bt Microsoft

Create account

Looks like you don't have an account with us. We'll

_ create one for you using
You may be prompted to create a new account if you do not

have a Microsoft account with your organization or have not firstname.lastname@financial.institution.com.
previously created one for a different Insurance Servicing
Tool. If you already have an account, you do not need to
create a new one. Simply enter the password associated
with the recognized account.

Next
Select Next to start creating your new account (if required). @

You can use your existing Microsoft credentials
to log in to the Insurance Servicing Tools. Please

refer to the How to Log in to the Insurance
Servicing Tools section in page 14.

CANADA MORTGAGE AND HOUSING CORPORATION A 8



How to Accept Your Invitation

03. B¢ Microsoft

& firstname.lasthname@financial.institution.com

Create Your

Password . .
Enter the password you would like to use with your

When creating your new password, ensure that it is complex and account.
not the same as the associated e-mail. It must also contain at least:

Create a password

Create password
* 1 upper case letter

* 1lower case letter D Show password

e 1 number

Additional information may be requested by the CMHC tenant Next
during this process. @

Enter your password and select Next.

CANADA MORTGAGE AND HOUSING CORPORATION A 9



How to Accept Your Invitation

= Microsoft

04 ° < firstname.lastname@financial.institution.com

. . Verify email
Ve rlfy E-ma I I Enter the code we sent to

firstname.lastname@financial.institution.com. |f you didn't get the

Enter the code that has been sent to your e-mail to email, check your junk folder or try again.

complete verification.
Enter code

Then, select Next.

7‘:’! | would like information, tips, and offers about
Microsoft products and services.

Choosing Next means that you agree to the Microsoft Services
Agreement and privacy and cookies statement.

Next

%
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How to Accept Your Invitation

a8 Microsoft

05.

Complete Extra

& firstname.lastname@financial.institution.com

Create account

Before proceeding, we need to make sure a real

SECU rlty Ste pS person is creating this account.
You may need to complete extra security steps New
such as solving a puzzle to confirm you are not a o

robot or confirming your security information.

After you complete these steps, proceed with Enter the characters you see
the creation of your account. |

CANADA MORTGAGE AND HOUSING CORPORATION A 11



How to Accept Your Invitation

06.

Accept Review
Permissions

Read the Review permissions.

Then, select Accept.

BT Microsoft

tegaldopierina@gmail.com

Review permissions

~~ CMHC-SCHL cmhc-schl.gc.ca

This resource is not shared by Microsoft.
The organization CMHC-SCHL would like to:

v Signyouin
v Read your name, email address, and photo

You should only accept if you trust CMHC-SCHL. By accepting,
you allow this organization to access and process your data to
create, control, and administer an account according to their
policies, CMHC-SCHL has not provided a link to their privacy
statement for you to review. CMHC-SCHL may log
information about your access. You can remove these
permissions at https://myapps.microsoft.com/cmhc-schl.gc.ca

CANADA MORTGAGE AND HOUSING CORPORATION A 12



How to Accept Your Invitation

A Canada Mortgage and Housing Corporation Frangais
CMHCHSCHL Insurance Servicing Tools
O ; [ ]

Navigate to the Insurance
Servicing Tools

You have completed the process of accepting your 0t 0 the CMHC Help Desk at 1:866-748:2600,open 630am - 11:00pm ET
e_ m a | | | nVItatIO n . on weekdays and 8:00am - 8:00pm ET on weekends.

After the completion of these steps, you may be
redirected to the CMHC Corporate website.
However, do not attempt to log in here.

Welcome!

Please navigate to the Insurance Servicing Tools
using the URL in the language of your choice:
English or French.

. Canada Mortgage and Housing Corporation (CMHC) ©2020Z Cana(l'fl'
You may need to wait up to 24 hours

after creating your account for the

system to update before you are able to
log in to the Insurance Servicing Tools.

CANADA MORTGAGE AND HOUSING CORPORATION A 13
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How to Log In to the Insurance Servicing Tools

Follow these instructions to learn how to log in to the Insurance Servicing Tools.

If the site URL is blocked or identified as potentially dangerous, follow these steps to
configure the site as a trusted site:

Select the Tools icon and choose Internet e Navigate to the Security tab and select
options from the drop-down menu. Trusted sites. Then, select Sites.

O I ° = Internet Options ? X

L~ General| Security Privacy Content Connections Programs Advanced
Print >
[ ] h File 2 Al Select a zone to view or change security settings.
Zoom (135%) > + a
Navigate to the | @ ¢ VO
Open with Microsoft Edge Ctrl+Shift+E Internet  Local intranet Restricted sites

[ ]
Add site to Apps Trusted sites
o g I n a g e View downloads Ctrl+) / This zone contains websites that you Shes

Manage add-ons trust not to damage your computer or
your files.

F12 Developer Tools You have websites in this zone.
. . . Sotolpinned sites Security level for this zone
Navigate to the Insurance Servicing Tools Compatiiny Vew setings B e e
login page using the English or French URL, O P T
depending On your |anguage preferences. / I - - Unsigned ActiveX controls will not be downloaded
The Insurance Servicing Tools is optimized N\
and tested on the latest versions of The Insurance Servicing Tools URL will E—— .
MlcrOSOft Edge and Google Chrome. be added aUtomaticaIIy to the Add this / You can add and remove websites from this zone. All websites
. . . in this zone will use the zone's security settings.
If you experience issues accessing the ‘é\,’ebﬁ'te t(l) trtiedzone. field. Select Add. |
. . Add thiswebsitetothezone:  _ _ o o o
URL, your internal IT team will need to inatly, select Liose. e | I
allow list the URL in your organization's s e —
VPN/firewall setup. Please contact your

internal IT team for assistance. If you do not have the ability to add a v
Trusted Slte, please Contact the Securlty or [“]Require server verification (https:) for all sites in this zone

technical support team at your organization. | e

CANADA MORTGAGE AND HOUSING CORPORATION A 14
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How to Log In to the Insurance Servicing Tools

A Canada Mortgage and Housing Corporation Frangais
CMHC ¥ SCHL

Insurance Servicing Tools

02.

Access the
Login Page welome

Please click below to log-in. If you have any trouble logging in you can reach
out to the CMHC Help Desk at 1-866-748-2600, open 6:30am - 11:00pm ET

. on weekdays and 8:00am - 8:00pm ET on weekends.
Select Login.

\|I

&

After selecting Login, you may be
redirected to your organization login

page. Confirm your credentials to
continue with the login process.

Canada Mortgage and Housing Corporation (CMHC) ©2020Z

Canada
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How to Log In to the Insurance Servicing Tools

03.

Enter Your E-mail
and Password 27N N\

H H & firstname.lastname@financial.institution.com
Sign in

Enter password

First, enter your e-mail and select Next. someone@example.com >

Password

Can't access your account?

Then, enter the password that you have previously
created and select Sign in. Sign-in options

seck [

If you have forgotten your password,
you can contact the Help Desk for

assistance. Please refer to the contact
information on page 76.

CANADA MORTGAGE AND HOUSING CORPORATION A 16



How to Log In to the Insurance Servicing Tools

Canadi m
04 firstname.lastname@financial.institution.com
[

Enter code

Enter Addltlonal Securlty [ We texted your phone +X?( X).<XXXXXX33.
Verlflcatlon Informatlon Please enter the code to sign in.

kode

First, enter the code sent to your mobile phone,

landline, office phone or Microsoft Authenticator app. Having trouble? Sign in another way

Then, select Verify.

You will be prompted to enter additional security
verification information every time you log in.

Need help? Contact Help Desk at (613/866) 748-
2600. Site operated by Microsoft for the exclusive
If this is the first time you log in to the use of CMHC employees. / Besolln d-‘alde?
Insurance Servicing Tools, you will be Communiquez avec lg Bureauh d' assnstar\ce au

613/866-748-2600. Site exploité par Microsoft et
réservé a la SCHL.

directed to the Additional security
verification page to select your
preferred channel to receive the code.

CANADA MORTGAGE AND HOUSING CORPORATION A 17



How to Log In to the Insurance Servicing Tools

A Canada Mortgage and Housing Corporation Legout  Frangais
c c Insurance Servicing Tools

0 5 [ ] Insurance Servicing Tools - Access Terms of Use

By accessing and using CMHC's HET systeminsurance Servicing Taels, the Approved Lender and its Correspondent {as a third party acting on the Approved Lender's behalf) acknowledge
and agree with the fellowing terms of use:

A c C e p t A C C e S S CMHC account numbers and and any other ir obtained, act ed or derived from CMHC or threugh a product or service offered by CMHC, shall be treated as

confidential and proprietary information of CMHC (the “CMHC Infermation”). All ather information provided by the Appraved Lender 1o the Correspondent or CMHC and all infermation

provided by the Correspondent to CMHC, as well as all information accessed or derived from the Approved Lender shall be treated as confidential and proprietary information of the
Te r m s 0 U S e Approved Lender (the “Approved Lender Information”). The Correspondent, its officers, employees and agents must provide its services with competence and diligence and submit the

infarmation. The Correspondent is responsible for providing ta CMHC in a timely and accurate manner, as well as use CMHC Information solely for the ongoing relationship with the.
Approved Lender and CMHC and not for its own purposes ar the benefit of anyone ar any other entity other than the Approved Lender and CMHC. Staring or wtilizing, providing access to ar
manipulating the CMHC Information in any ather way is strictly prohibited

Fi rst’ re a d t h e | n S U ra n Ce Se rVi Ci ng TOO I S te r m s Of u Se Ca refu | Iy a n d The Approved Lender is responsible for the actions of the Comrespandent and for the Approved Lender's and the Correspondent’s adherence with CMHC's Insurance terms and conditions,

as well as those terms and conditions set out herein. The Approved Lender must undertake an appropriate due diligence process and satisfy itself of each Correspondent's ability to ensure

S e | e Ct t h e C h e C k b OX n eXt to I h ave re a d ) u n d e rStOOd a n d a Cce pt security, and restrict access and use of CMHG Information and Approved Lender Information issues related to CMHC Informatian,
t h e a bove I n S u ra n ce Se rvi Ci ng TOO I S Te r m s Of U Se . Except where required by law, CMHC Information cannot, at all times, in whole or in part, directly or indirectly and in any medium, be disclosed, given access to, transferred or distributed to

of via any third party without submitting prier notification to and receiving written authorization from CMHC.

T h e n S e | e Ct Acce pt CMHC may, at its discretion, upon written natice 1o the Approved Lender and the Carrespandent, cease ta provide the Correspondent with access 10 the HET systeminsurance Servicing
’ Toals and The HANDBOOK and no longer accept the Comespondents acting far ar on behalf of the Approved Lender in relation to CMHC Insurance matters should the Correspondent fail to
comply with CMHC Insurance terms and conditions or these set out herein, CMHC will have no respensibility or liability of any kind to the Approved Lender or the Correspondent in the

You only need to perform this step once every 24 hours. el s ermineons

Nothing herein shall be construed in @ manner that would contravene the Access to Information Act (Canada) or privacy laws, including the Privacy Act (Canada).

| have read, understood and accept the above Insurance Servicing Toels Access Terms of Use, Decline

If you select Decline, you will be logged
out and redirected to the login page.

(Ctanada Mortgage and Housing Corporation (CMHC) 82020 CE[[ladIE'i
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How to Log In to the Insurance Servicing Tools

A Canada Mortgage and Housing Corporation FErancais ﬁ Notifications = Menu
O 6 CMHCH#SCHL Insurance Servicing Tools
e

Hello Kevin!

Navigate the Insurance
Servicing Tools

a Homeowner Claims Submission Tool A
Welcome
You are now logged in to the Insurance Servicing Tools Welcome tothe defauit management mocule! Check out vk Lins
. . the 'Quick Links' to access the enhanced Homeowner . in
an d Wi | I be I’ed | rected tO yOU r DaS h boa rd . Default Management Request or view the Homeowner @ Submit a New Homeowner Claim

Default Management Inventory and where to find support
[_D View Homeowner Claims Inventory

You can start navigating the Insurance Servicing Tools.

Nov 30, 2020, 10:00 AM Need help with Homeowner Claims? Contact CMHC:
Monday to Friday 6:30 a.m. to 11 p.m. ET and Saturdays 8:30 a.m.t0 7 p.m. ET, 1-866-358-9999 or
email CMHC at: CPC@cmhc.ca

The Insurance Servicing Tools will timeout after
40 minutes of being idle and you will be

redirected to the login page (your work will not
be saved). A warning note will be displayed 5
minutes before the system disconnects.

CANADA MORTGAGE AND HOUSING CORPORATION A 19



Navigating the
Insurance Servicing Tools



-
The Dashboard and Key Features

The Dashboard is the homepage of the Insurance Servicing Tools. Let’s review the key features:

1

1

1 A : Canada Mortgage and Housing Corporation
1 7 oumcesci R Insurance Servicing Tools

Hello Kevin!

Welcome to your Insurance Servicing Tools Dashboard.

Welcome

Welcome to the default management module! Check out
the ‘Quick Links’ to access the enhanced Homeowner
Default Management Request or view the Homeowner
Default Management Inventory and where 1o find support

Nov 30, 2020, 10:00 AM

) T 1
i 1

1
(Francais | L2 Notifications 1:5 Menu

-

a Homeowner Claims Submission Tool ~

Quick Links

1
1
1

@ Submit 3 New Homeowner Claim 1
@
1
1

fD View Homeowner Claims Inventory

Need help with Homeowner Claims? Contact CMHC:

Monday to Friday 6:30 am. 10 11 pm. ET and Saturdays 830 am 10 7 pm. ET, 1-866-358-9999 or
email CMHC at: CPC@cmhc.ca

A
o

© ®@ © ©6

Screens in the Insurance Servicing Tools are
optimized for desktop and Surface Pro usage. You

may notice minor formatting differences when
using approved devices with smaller screens such
as the Surface Pro.

CMHC Logo
Select the CMHC logo to navigate back to this Dashboard.

Language Toggle

Select Frangais or English to change the language of the page based
on your preference.

On pages with input fields, changing the language causes all the
entered content to be cleared.

Notifications
Select the Notifications icon to find important updates to your
submissions.

Menu
The Insurance Servicing Tool(s) you have access to, along with Help &
Support pages and Log Out functionality can be found in the Menu.

Announcements
Find important updates and news from CMHC.

Quick Links

Find links to the Homeowner Claims Submission Tool where you can
submit a new homeowner claim or access the Homeowner Claims
Inventory.

CANADA MORTGAGE AND HOUSING CORPORATION A 21



Navigating the Dashboard: Notifications

The notifications feature is a core functionality of the Insurance Servicing Tools.

Notifications

A red indicator is present
on the Notifications icon
when you have unread
notifications to be
reviewed.

Selecting the Notifications
icon will open the
Notifications panel. Here,
you will find all of your
notifications sorted by
newest to oldest.

Users can navigate between
tabs to filter by Unread,
Read and All notifications.

A Canada Mortgage and Housing Corporation
CMHCHPSCHL Insurance Servicing Tools

Hello Kevin!

Welcome to your Insurance Servicing Tools Dashboard.

CMHC Announcements

Welcome

Welcome to the default management module! Check out
the ‘Quick Links' to access the enhanced Homeowner
Default Management Request or view the Homeowner
Default Management Inventory and where to find support.

Nov 30, 2020, 10:00 AM

Francais | L3 Notifications | =- Menu

s

O

@ Homeowner Claims Submission Tool ~

Quick Links

(@ Submit a New Homeovmer Claim

IF) View Homeowner Claims Inventory

Need help with Homeowner Claims? Contact CMHC:

Monday to Friday 6:30 a.m. to 11 p.m. ET and Saturdays 8:30 am. to 7 p.m. ET, 1-866-358-9999 or
email CMHC at: CPC@cmhc.ca

Notifications Q
_______________ \
| Unread(5) Read All 1 & Mark all as read
S 1
® (Claim Paid 12/09/2021
Lender Reference Number: 1234567
® Claim Paid 12/07/2021
Lender Reference Number: 1234568
® Claim Paid 12/06/2021
Lender Reference Number: 1234567
¢ Documentation Requested 11/19/2021
Lender Reference Number: 1234567
e Claim Cancelled 11/12/2021
Lender Reference Number: 1234568
End of Page
CANADA MORTGAGE AND HOUSING CORPORATION A
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Navigating the Dashboard: Notifications

The notifications feature is a core functionality of the Insurance Servicing Tools.

Notifications

Notifications Q X
Unread(5) Read  All & Mark all as read
® (Claim Paid 12/09/2021

A,

Lender Reference Number: wi'iﬂgrﬁh
® (Claim Paid 12/07/2021

Lender Reference Number: 1234568

® (Claim Paid 12/06/2021

Lender Reference Number: 1234567

e Documentation Requested 11/19/2021

Lender Reference Number: 1234567

e Claim Cancelled 11/12/2021

Lender Reference Number: 1234568

End of Page

Claim Paid > Notifications (WD S
12/09/2021, 6:49 am
Unread (4) Read  All & Mark all as read
Lender Reference Number: 1234567
Please be advised that your|Assignment of Mortgage £laim has been Claim Paid 12/09/2021
aid by CMHC. Should you have any avdsitons, please post a message

g 4 y yg\ gt A 9 Lender Reference Number: 1234567
in your claim file on your Lender Portal ntact cpc@cmhe-
schl.gc.ca

® Claim Paid 12/07/2021

Lender Reference Number: 1234568

Thank you,

CMHC Claims Payment Center

Claim Paid 12/06/2021

Lender Reference Number: 1234567

Documentation Requested 11/19/2021

Lender Reference Number: 1234567

Claim Cancelled 11/12/2021

Lender Reference Number: 1234568

End of Page

Selecting a specific notification
from the list will allow you to
check associated messaging and
any required actions.

Selecting the hyperlink in the notification message will
redirect you to the detailed view of that file.

Notifications expire after 90 days and

only the 50 most recent notifications will
be available at any given time.

Notifications W

1

1
Unread (4) 1 Read :AII
R
Claim Paid 12/09/2021

Lender Reference Number: 1234567

Claim Paid 12/07/2021

Lender Reference Number: 1234568

Claim Paid 12/06/2021

Lender Reference Number: 1234567

Documentation Requested 11/19/2021

Lender Reference Number: 1234567

Claim Cancelled 11/12/2021

Lender Reference Number: 1234568

End of Page

Once you have selected a
notification, it will be moved to
the Read tab the next time you
open the Notifications panel.

CANADA MORTGAGE AND HOUSING CORPORATION A
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Navigating the Dashboard: Notifications

The notifications feature is a core functionality of the Insurance Servicing Tools.

Notifications

Notifications Q

(3.

® (Claim Paid 12/09/2021

Lender Reference Number: 1234567

® (Claim Paid 12/07/2021

Lender Reference Number: 1234568

® Claim Paid 12/06/2021

Lender Reference Number: 1234567

e Documentation Requested 11/19/2021

Lender Reference Number: 1234567

e Claim Cancelled 11/12/2021

Lender Reference Number: 1234568

End of Page

X

Unread(5) Read  All & Mark a{lﬂad

-

Notifications O X

Unread (5) Read  All & Mark all as read

4
-n-

U
\V

Notifications O X

Unread (4) | Read LAl

! 1
[ESES——

Claim Paid 12/09/2021

Lender Reference Number: 1234567

Claim Paid 12/07/2021

Lender Reference Number: 1234568

Claim Paid 12/06/2021

Lender Reference Number: 1234567

Documentation Requested 11/19/2021

Lender Reference Number: 1234567

Claim Cancelled 11/12/2021

Lender Reference Number: 1234568

Load More

Selecting the Refresh icon will
refresh and update the list of
notifications.

Selecting the Mark All Read icon will
move all notifications to the Read tab.

Using the scroll bar on the right
and the Load More button will
allow you to review any
additional notifications.

CANADA MORTGAGE AND HOUSING CORPORATION




Navigating the Dashboard: Menu

The Menu features various Menu items depending on which Insurance Servicing Tools you have access to. All users will have the
Dashboard, Help & Support and Log Out Menu items.

m Menu X Menu X

Select a Menu item to be brought

to that page. Some Menu items Dashboard
expand when you select them, pashboard
providing additional page options. Horeowmer Cials Subeniesion Tool v > s ~
, e ! Submit a New Homeowner Claim |
If a Menu item expands wh.en Help & Support {b : !
selected, you may only navigate to R R e
the sub-level items. Log Out e :
Help & Support
Log Out

If you select Log Out from the Menu

panel you will be logged out and
redirected to the login page.

CANADA MORTGAGE AND HOUSING CORPORATION A 25



-
Navigating the Dashboard: Help & Support

If you have questions or would like to learn more about the processes and tools available in the Insurance Servicing Tools, the
Help & Support pages are a great place to start.

Help & Support
Menu X
Here you can find:
* downloadable copies of the Dashboard
relevant training materials , .
Homeowner Claims Submission Tool v
and documents
« explanations on the general Hdp&s"_i".’f_’"
functionality and features of Log Out @
the Insurance Servicing Tools

» step-by-step instructions for
processes applicable to the
default management request
submission tool, homeowner
claim submission tool and
arrears report upload tool

You can access the Help & Support

pages through the Menu in the top
right-hand corner of the screen.
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Introducing the
Homeowner Claims
Submission Tool

This release of the Insurance Servicing Tools includes the
homeowner claims submission tool.

The homeowner claims submission tool will modernize
and streamline the way you submit claims to CMHC and
in the future, replace legacy methods of claims
submission such as emiliCLAIMS, e-mail or fax.

These new tools will compliment the previously released
default management request submission tool to offer
you a centralized one-stop-shop for your insurance
servicing needs.

This new tool does not impact or

change existing claims policies.

Default Management
Request Submission Tool

Live - December 2020

Arrears Report g Homeowner Claims

Upload Tool Insurance Submission Tool

Available to select users SerViCing Tools Available to select users

User Access Management

In development
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Homeowner Claims Submissions: Then versus Now

—

Opgo ~

Legacy Homeowner Claims Submissions

Historically, main and supplementary claims were submitted in
one of two ways: keyed in manually to emiliCLAIMS or by
completing Form 05 — Request for Claim Payment and
submitting this via e-mail or fax.

)
)

,’? @
=l

-

_— =

Homeowner Claims Submission Tool

Today, homeowner claims submissions can also be completed
through the online homeowner claims submission tool.

During the claim submission process, select fields in the submission
will be prepopulated. You will also notice instant form-level
validation and will be able to save a draft submission, all resulting
in faster processing times. Users will also have access to the
Homeowner Claims Inventory which features a real-time central
view of all claims submitted through the platform and their
associated status, the ability to view the final outcome of your
claim calculation, sorting and filtering capabilities and access to a
repository of all attachments and comments for each claim.
Automated notifications are enabled to alert you of updates to
your claims.

CANADA MORTGAGE AND HOUSING CORPORATION A 29



Claims Submissions During the Transition Period

This diagram illustrates which systems should be used to submit the various claim types during the transition period from emiliCLAIMS
to the homeowner claims submission tool.

............................................................................

.........................................................................
il e
. .

Homeowner Claims

emiliCLAIMS Submission Tool

* Rental/Multi-Unit claims

Greater than or equal to 5 units e New main claims and future
*  Supplementary claims for which the . .
. . . . : : associated supplementary claims
main claim was submitted in : : 1-4 unit
emiliCLAIMS i = “runits

Must continue to be submitted Should be submitted
through emiliCLAIMS through the new platform
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Chapter 2: Homeowner Claims Submission Tool

Homeowner Claims Submission

How to Navigate to the How to Complete and How to Monitor the
Homeowner Claims Submit a Homeowner Claim Homeowner Claims
Submission Tool Inventory
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How to Navigate to the Homeowner Claims Submission Tool

Follow one of these options to navigate to the Homeowner Claims Submission page.

Option 1

Select Submit a New Homeowner Claim in
the Quick Links section on the Dashboard.

Option 2

Open the Menu in the right-hand corner of
the screen and select Homeowner Claims
Submission Tool, then select Submit a
New Homeowner Claim.

A Cansds horgoge amd Housing Corparaien faocals (X Notifcations = Menu
i @ Insurance Servicing Tools

Hello Kevin!

Welcome to your Insurance Servicing Tools Dashboard.

Menu X
Dashboard
Homeowner Claims Submission Tool -~

Submit a New Homeowner Claim
'
View Homeowner Claims Inventory @
Help & Support

Log Out

Upon successfully navigating to the

Homeowner Claims Submission page,
you can begin submitting your claim.

Option 3

Select Create New Claim from the
Homeowner Claims Inventory.

A Conkdsarage 1t owig Ovprsien racss (2 Wotibesions - Mes
o™ ingurance Servicing Tools

Homeowner Claims Inventory

AI(1T) o Progress (6 Approved (3)
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How to Complete and Submit a Homeowner Claim

Follow these instructions to learn how to complete and submit a homeowner claim.

:= Homeowner Claims Submission @

0 I STEP 1 0F 2
e

Validate Loan Information & Type of Claim
Validate Loan »
. Validation
I nfo rm at I O n & Claim Type Indicator CMHC Loan Number
Claim Type “
Complete all the fields in the Validate Loan

Information & Claim Type section in order to Please Select v | PleasesSelect v
validate the information.

Lender Reference Number Institution Number Transit Number

p—
On the following pages we will explore

some useful tips to appropriately populate

all the fields needed for validation.
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How to Complete and Submit a Homeowner Claim

Validation

In this section, you are required to populate all fields to validate
the claim.

STEP 1 0OF 2

* Select the Claim Type Indicator using the drop-down list. The Claim Type _ _
' Validate Loan Information & Claim Type

Indicator may be either Main or Supplementary.

* Enter the eight-digit number for CMHC Loan Number. Entering an invalid

CMHC Loan Number will result in an error. Only a valid loan number that is Validation
both existing and has an approved, finalized or issued status will allow you e e
to navigate to the following section of the submission. ! Claim Type Indicator :: CMHC Loan Number :
1 II 1
1 : I :
* Enter the Lender Reference Number. o v | i) 18068 !
L )
° H H H _ H - ——— = | TN e s L]
The Insfcltutlor} Number and Transit Number are, drOp d.OV\.m fields. "'Lender Reference Number ' Institution Number Transit Number :
These fields will be populated based on the user’s permission. If you are ! i |
carrying out work on behalf of another financial institution, additional ' 1234567 "3 12345 o | !
drop-down options will be available to you. ! i :

CANADA MORTGAGE AND HOUSING CORPORATION A 34



How to Complete and Submit a Homeowner Claim

A Canada Mortgage and Housing Corporation
CMICd SCHL

Insurance Servicing Tools

02. @ > Claims Submission

confirm Validation := Homeowner Claims Submission @

STEP 1 0F 2
Validate Loan Information & Type of Claim

After completing the required fields, select Validate.

Selecting Validate will confirm validation of loan Validation

information and claim type, or prompt validation Claim Type Indicator CMHC Loan Number

errors if any. i 3 sssers

If you change the language by selecting the Language

toggle located in the top left-hand corner of the Lender Reference Number  Institution Number Transit Number
screen before selecting Validate, all data entered will 1234567 123 v 1235 v

be cleared.

by

selecting Validate. On the following page =ls
we will learn how to handle these errors. @

You may experience validation errors after
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How to Complete and Submit a Homeowner Claim

The validation errors that may appear at this stage belong to different scenarios. Step 1 Validation Errors may be:

Validation Errors

* You cannot submit a claim for a property greater than four * You cannot start a Supplementary Claim unless there is
units. an existing paid Main Claim for that account.

* You cannot submit a claim for loans that fall under a * You cannot start a Main Claim if there is already an
Ministerial Loan Guarantee. active Main Claim for that account.

*  You cannot submit a claim if there are outstanding * You cannot start a new claim if there is another claim in
premiums and/or fees that have not been paid for the progress for that account.

associated CMHC Loan Number. * You cannot create multiple drafts for the same account.

*  You must enter the CMHC Loan Number associated with the
latest insurance policy for the given property address.

You cannot create the claim until the errors have been
resolved. If you require assistance, contact the Claims

Payment Centre. Please refer to the contact information
on page 76.
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How to Complete and Submit a Homeowner Claim

:= Homeowner Claims Submission @

STEP10F 2
Validate Loan Information & Type of Claim

0 3 L Validation Claims Payment Centre

Claim Type Indicator CMHC Loan Numbser CMHC’s Claims Payment Centre is available to

assist you at any time

Populate the Claim ] S

° Lender Reference Number  Institution Number Transit Number Monday - Friday 6:30 AM-11 PMET

I n fo r m at I o n i - . e . Saturday 8:30 AM - 7:00 PM ET
Sunday Closed
View More

Once you have addressed any errors you may have

experienced in the Validate Loan Information & Claim Type

section, the Enter Claim Information section will be

activated and sections A to J will be displayed. e —

Complete the required fields in the Enter Claim Information - X Status

section with the appropriate information.
NOTE: If you would like to update the pre-populated information on file permanently, please contact
the lender team

@A) Lender Details
Lender Name Lender Code .

° B) Borrower Details

On the following pages we will explore some

useful tips to complete sections A to J. CRukm Puyres TrAek tnamber Gl Payee Type © ) Frserny e

12345 w
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Using the Status Tracker

How to Complete and Submit a Homeowner Claim: Useful Tips

You can use the status tracker to easily navigate the
sections when completing the submission.
Selecting the name of the section on the Status
Tracker, will allow you to jump between sections of
the claim submission.

While completing the homeowner claims submission, keep the following tips in mind.

System Icons

Add Comment Glossary Vertical Ellipses Status
@ Select the add comment Select the @ icon to view Select the vertical ellipses
icon to open a text field a glossary of terms for icon to perform additional
where you may add a each section of the functions such as Edit or
comment. Select Update Homeowner Claims Delete. @ ) Lender Details
to add or Edit to modify. Submission. |
° B) Borrower Details
Delete Function Date Picker Add Function |
@ Select the delete icon to A calendar icon will be Select the add (+) icon to
remove the additional displayed for any field that add a new entry. (O ©)property Detais
fields. requires a date.

- Check the references of the Status Tracker:
Additional Features

Incomplete Section: Used to indicate

ces ' oes Bilingual Support and Language Dollar Values sections that are incomplete or have errors.
Functionality Where dollar values are expected, the
If you are bilingual, you can enter text field will display a S symbol. You can Cumrent SeciiondiE el o hdicate the section
into form fields in a language that is enter decimal points up to two places.

different from the one currently set in you are currently in.

the user interface. . - .
Completed Section: Used to indicate sections

that are complete and free of errors.




How to Complete and Submit a Homeowner Claim: Useful Tips Saving a Draft

You can save a draft of your homeowner claims submission after validating loan
information and type of claim.

Status

Homeowner Claims Submission Draft

@) A) Lender Details

To save a draft of your homeowner claims submission, complete the L N
Validate Loan Information & Claim Type section and select Validate. |
This action will create the first draft (once you have addressed any © ©)Froperyensis
validation errors). You may save further updates made to this draft by |

selecting Save Draft on the Status Tracker. @ 0 Defouit Menegemen:

° E) Claim Derails

° F) Listing Period

° G) Borrower's Charges

You can save a draft of your homeowner claims submission with errors © 1101 el e s
(anytime after successfully creating the claim), but you cannot formally |
submit your claims submission until all errors have been resolved. © 1 perisl Payment Desss

° J) Antachments

Your draft can be accessed at any time in the Homeowner Claims
Inventory under the Drafts tab.

@@ ®

Now that you know these tips, let’s
learn about sections A to J.

Ni s




How to Complete and Submit a Homeowner Claim

A. Lender Details
Status

In this section, information about your financial institution A) Lender Details ® A
or the financial institution you are carrying out work on 2
beha/f Of iS required NOTE: If you would like to update the pre-populated information on file permanently, please contact () &) Londer Details
. the lender team.
1 onderName T T T T lendertode T T TTTTTh ) Bonrower Dietails
* The Lender Name and Lender Code fields are prepopulated ! oL Lo : 5 Bomowsrd
based on the Transit Number and Institution Number entered in | BankaBC 12345678 :
the Validate Loan Information & Claim Type Indicator section. | D L L L L L L oL Lo oo () ©) Propenty Details
I'Claim Payee Transit Number Claim Payee Type 1
* The Claim Payee Transit Number and Claim Payee Type fields ! : -
. . . . . 4 A4 efault Managemend
indicate who the claim payee is. These fields are mandatory and (| 1= foprovedLender : !
can be selected from the drop-down list. \CCIICCIIICIIICIIICIIITIICCICICICCIITIIIIIIIC
i Claim Payee Name : i Language of Correspondence : Yl el Dotalle
* The Claim Payee Name * The Language of | Bankasc v b1 engish v !
. . . . 1 1
field is prepopulated based Correspondence field will L o o DD oo ______ 1l e oo T
o . J Listing Par
on the Claim Payee Transit prepopulate based on your
Number chosen. preferred language. - i . h
3} Borower Chasges
1
* The Lender Address field will prepopulate based on the I/ 3027 Robson Street :
Transit Number and Institution Number entered in the : ! Y Hl HOURenial Incerme Dot
previous step but will remain editable. Ensure you enter :'-°"°'°’""dfess'-‘"e'-’-{"w""a') :
the Postal Code in the following format: A1A1A1. (e :
: 1 ) I} Partial Payment Detadls
1
i Town/City Province Postal Code i
| Vancouver British Columbia v V6B3K9 ; J) Astachments
T I S ——— R SR S, S
The Language of Correspondence is the language that [

will be used for claim communications (e.g., claim

cover letter, claim calculation summary). Please select
the appropriate language for your communications.
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How to Complete and Submit a Homeowner Claim

A. Lender Details
Status

In this section, information about your financial institution
or the financial institution you are carrying out work on

() A) Lender Details

kevin.brown@bankabc.com
) F) Listing Period

1
1 1
1 1
o . 1 1
beha/f Of Is reqwred. | First Name Last Name 1
: ] B : () B Borower Details
. . . . evin rown
* Contact Information for Lender’s Authorized Officer will ! :
prepopulate based on your account information but remains ! : \ b
- R . . . | Property Dedails
editable. To update any contact information, please contact o Extension (Optional) :
your Administrator. ! 1
: 123 456 7891 123 1 () ©) Default Management
1
: |
: Fax Number (Optional) Email Address : () E) Claims Datails
1
: .
1 1
1 1
1 1
1 1
1 1

) &) Bowroweer Charges

* A Secondary Authorized Officer may act as a delegate or T E
oversee a claim, with similar access as the Primary ! () Add Secondary Authorized Officer ; I
Authorized Officer. Select the Add (+) icon to Add Secondary e 1 () M) NOURemal income Details
Authorized Officer.
o A Secondary Authorized Officer must be authorized () 1 Partisl Payment Details

by the Administrator.

J) Artachiment s
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How to Complete and Submit a Homeowner Claim

B. Borrower Details
Status

In this section, enter all mandatory details pertaining to the B) Borrower Details @ 8
Borrower or Co-Borrower and whether the judgment was

First Name Last Name ° A) Lander Details
pursued or not pursued. - . _
Date of Birth Borrower Type ;!: B) Baerownd Datmdy

1983-10-22 8 Covenantor -
| ) C) Property Details
Reason for Borrower Default

* Reason for Borrower Default is a mandatory field. If you select

. . Other w y .
Other from the drop-down list, Please Specify (Other) \_J O} Default Management
ma ndatory text fleld Wl” appea r. If Other Reason for Borrower Default, please specify:
_ () E) Clairns Details
Mon-responsive / unknown. e - o
() F)Listing Period
7
100 Character Limit 26/100 () G) Bowower Charges
Judgment Action
* Judgment Action is a mandatory field. If you select Not ot pursued . () H) NOURental Income Details
Pursued from the drop-down list, an additional mandatory
field, the Reason Covenantor/Guarantor for Not Pursued field Reason Covenantor / Guarantor Not Pursued ) D PerielPmment einle
will appear. other . o
O If yOU SEIGCt other from the Reason If Other Reason for Not Pursued, p|ease specity: : _“- J) Artsehireinils
Covenantor/Guarantor Not Pursued drop-down list, the o
. Mot financially feasible to pursue.
Reason for Not Pursued, Please Specify (Other) = .
mandatory text field will appear.
7
100 Character Limit 36/100
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How to Complete and Submit a Homeowner Claim

B. Borrower Details

In this section, enter all mandatory details pertaining to the
Borrower or Co-Borrower and whether the judgment was
pursued or not pursued.

Status

© ) Lender Detaits

(@) ©) Boerower Datads
hy

I - -
* The Financial Assessment Completed field will default to No : Financial Assessment Completed
1
1
1

but remains editable. () €) Property Details

) D) Default Managemsnt

) Ej Clairns Details

)} F)Listing Period

* To Add Co-borrower/Guarantor, select the Add (+) icon.

( ) G} Bomower Changes
( H) HOURental income Details
) 1) Partial Paymen Detsis

) J) Arthe hereinils

“ i
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How to Complete and Submit a Homeowner Claim

C. Property Details

All fields in this section will be prepopulated based on
existing loan details, except for the Complete Legal
Description (Optional) sub-section.

* Enter avalue for either Number of Beds or Number of Units. Number
of Units is only used for nursing homes, rooming houses, etc.

* Building Type is not editable and will be pre-populated based on the
Number of Beds or Number of Units you enter.

* For Complete Legal Description (Optional) provide the complete
legal description of the property and put any additional information
in the Additional Description (Optional) field.

o If the property is in Quebec, please enter the cadastral
information in the Lot field.

o If available, include the Property/Parcel Identifier Number
(PIN, PID, and so on) along with the other legal description
details.

o If applicable, include the serial number of the mobile home.

C) Property Details @

Street Number

2021

Street Type (Opticnal)

Rd
Unit Humer {Optional)
Province

British Columbla

Additianal Street Humier (Optional)

Number of Units

Complete Legal Description (Optional)

Tawnship (Gational)

Block (Optional)

Lat [Optianal)

Level (Ogtional)

Additional Legal Descriation Details (Opticnal)

B Humibar S57E

1000 Charactar Limit

Strest Name

HaRh

Strest Direction (Opticnal)

Number of Beds

L]

Buikding Type

Singk -

Comcassion (Gptional)

Plan [Omtianal)

RTET

Urit {Optional)

s

15100

Status

° A} Lender Detaits
Q B) Borrowsr Detads
.‘ ) Properiy Delais
() 0) Defaul Management
E) Clairmg Details
) F) Listing Pericd
) G) Bamower Charges
H) HOURenial Income Delails
| 1) Partial Payment Details

] J) At liments

“ i
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How to Complete and Submit a Homeowner Claim

D. Default Management

If there are existing approved default management tools for
the loan submitted through the default management request
submission tool, information in this section will prepopulate.

* Inthe Were Default Management Tools Used? field, please note if
default management tools have ever been applied to the loan. If
there are existing approved default management tools for the loan
submitted through the default management request submission
tool, the field will be set to Yes.

* The Default Management Approved Date field will
prepopulate to the date the default management request was
approved but remains editable.

* The reason for default management request will prepopulate in
the Please review and amend the default management tools
where applicable field but remains editable.

Status
° A) Lender Details
e B) Bomower Detmils
D) Default Management @ ~
@ © Property Detsite
T T T TTTT T T T TS T T T TS TS 1 |
! Were default management tools approved? : )
L ® Yes (O No : ! 0} Dol Management

1

1 \

1 I} E) Claims Detais
1

1

" Please review and amend the default management tools where applicable. 1 [} F) Listing Period

Borrower deferred four monthly payments due to unemployment
| G) Borrower Charges

M) HOL/Rental Income Details

e

1000 Character Limit 61/1000
I} Partial Payrment Details

() 0 Astachments

“ i
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How to Complete and Submit a Homeowner Claim

E. Claims Details

E) Claim Details @& N Status
In this section, complete all fields
corresponding to your claim type. imype o
Deficiency Sale v

B) Bomgwer Detals

Property Sold by Lender or Borrower

Approved Lender - ) Peoperty Details
Mobile Home on Leased Land Additional Securities Held by Borrowers
(O Yes @ Mo (Optional) ) Default Management
@) E) Claims Details
Type of Warranty
Approved Lenders Corperate Warranty -
1 F)Listing Penod
Legal System
Common Law - ) G} Borrowner Charges

Type of Legal Action
l: H) RO Rental Incarme Dilails
Power of Sale -

Keep reading to learn more about the key fields Date Legal Action Started Date Legal Action Completed [ ) 1) Pariial Payrent Details
in this section. 20171213 =) 20180530 =]

| J) Attachments

Claim Filing Extension Obtained Eviction
() Yes @ Mo O Yes @ Mo

“ R

Contested
() Yes @ Mo
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How to Complete and Submit a Homeowner Claim

E. Claims Details
Status

Tips for Key Fields

° A) Lender Details

Once you select your Claim Type, the fields in this section will vary according to the type of claim you selected. © ©) oo
Let's review how the Claim Type selected will affect the structure of the section.

° £ Property Details

. Selecting Title Transfer or Assignment of Mortgage will open the
Claim Type following unique fields: @ O ostout Management
e
T : * Property Being Transferred by Lender or Borrower.
i Title Transfer v o @ © Claims Detais
e e e e ] . * Assignment of Mortgage: This field is not available as the Type of Legal T
Action in the province of Quebec. X
L ) FlListing Perod
* British Columbia (B.C)/Yukon Sale Closing Date: This field will be
. displayed for properties listed in BC or YT and will be prepopulated for () €) Bormowes Charges
Claim Type supplementary claims. This field will only be displayed for Title Transfer |
e Claim Type where the judgement status is Obtained or Ongoing. L
: ) \ J ) NOWRental Income Details
: Assignment of Mortgage e * Representative Whom CMHC Should Contact to Obtain Keys
e e e Information subsection: () 1) Pariial Payment Details

* Name should be entered in the following format: FirstName
LastName. () ) anachments

* Property Vacated By is a mandatory field if Property Occupancy

Status is vacant. Rl

These fields are only applicable for Title
Transfer or Assignment of Mortgage.

CANADA MORTGAGE AND HOUSING CORPORATION A 47



How to Complete and Submit a Homeowner Claim

E. Claims Details
Status

Tips for Key Fields

° A) Lender Details

Once you select your Claim Type, the fields in this section will vary according to the type of claim you selected.
Let's review how the Claim Type selected will affect the structure of the section.

o B) Bomgwer Detals

° £ Property Details

Claim Type Selecting Deficiency Sale will open the following unique, mandatory fields:
° ) Default Management
* Property Sold by Lender or Borrower

@) E) Claims Details

(=)
@
=h
3,
D)
=
3
<
v
o
o)
<

* Deficiency Sale Closing Date

* Deficiency Sale Price () F Listing Period
* Date Offer Accepted 3

[ ) G} Bomrower Charges
e Real Estate Commission Paid

( l' H) RO Rental Incarme Dilails
1 1) Pariial Payrment Details

() ) Anschments

“ b

These fields are only applicable for
Deficiency Sale.
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How to Complete and Submit a Homeowner Claim

E. Claims Details
Status

Tips for Key Fields

° A) Lender Details

Once you select your Claim Type, the fields in this section will vary according to the type of claim you selected. © © corvenou
Let's review how the Claim Type selected will affect the structure of the section. .

° £ Property Details

Claim Type Selecting Enhanced Claims Service (ECS) or Walkaway will open the
following unique fields: @ ©) Detautt Management
e
1
i Enhanced Claims Service (ECS) Vv i * Date Approved Lender was Notified to Submit Claim B © come bes
1 4
S TS ST TS ' * Date Legal Action Started is a mandatory field for Walkaway, whereas
Date Legal Action Completed is optional. O F)Listing Period
Claim Type () G) Bomrower Charges
i_________________________________________-i ) H) NOWRental Income Datails
. Walkaway v
1
s I 1) Pariisl Payerent Details

() ) Anschments

“ R

These fields are only applicable for
Enhanced Claims Service or Walkaway.
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How to Complete and Submit a Homeowner Claim

E. Claims Details

Tips for Key Fields

Mobile Home on Leased Land is a mandatory field.

Select any Additional Securities Held by Borrowers (Optional) from the drop-down
list:

* Chattel Mortgage: It is mainly used in instances of movable property such as
mobile homes.

e Other: May include Personal Property Security Registration (PPSR).

* Promissory Note: it is a financial instrument that contains a written promise by
one party to pay another party a definite sum of money.

Select the Legal System from the drop-down list. For all provinces, except for
Quebec, Common Law will be chosen. For the province of Quebec, Civil Law
will be chosen. If you select Other, a mandatory text field will appear.

Date Legal Action Started must be a calendar date prior to Date Legal
Action Completed.

Claim Filling Extension Obtained, Eviction and Contested are all mandatory fields.

E) Claim Details &

Claim Type

Deficiency Sale

Property Sold by Lender or Borrower

Approved Lender

Type of Warranty

Approved Lenders Corporate Warranty

: Legal System

1 Common Law

Type of Legal Action

Power of Sale

Claim Filing Extension Obtained

) Yes (@ Mo
Contested
) Yes @ Mo

| Additional Securities Held by Borrowers
(Optional)

<

Date Legal Action Completed

(S| 2018-0530 (=]
——————————————————————— 4
Eviction
O Yes (@ Mo

Status

° A) Lender Details

° B) Bomgwer Detals
© © Property Detaite
° 0 Default Management

@) E) Claims Details

F) Listing Period

G} Borrowner Charges

H) RO Rental Incarme Dilails

1} Partial Payrrent Details

J) Arlachments

“ b
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How to Complete and Submit a Homeowner Claim

E. Claims Details

Tips for Key Fields

Enter the Amount (deficit or
surplus) currently held in the
tax account as of the default
date (if applicable).

Enter the number of calendar
days where the mortgage
payment was deferred but not
reimbursed prior to default. The
number of days cannot exceed
four months.

Using the drop-down list, indicate
whether the Mortgage Type is
Standard or Collateral.

Due Date of Last Completed Instaliment Paid

2017-09-22 (]

Unpaid Principal Balance Owing at Date of Last Complete Installment Paid

$400000

Tax Account Balance at Due Date of Last Complete Instaliment Paid

Amount Type
$4000 Deficit

Deficiency Sale Closing Date Deficiency Sale Price
2019-04-17 a8 $450000

Real Estate Commission Paid Date Offer Accepted
$25000 20190326

Number of Calendar Days Deferred (Not Reimbursed)

4

Mortgage Type

Standard ~

If the submission is for a
& supplementary claim, the

following fields will be
prepopulated, if applicable:

British Columbia (B.C.)/ Yukon Sale Closing Date
Claim Filling Extension Obtained

Eviction

Contested

Interest Adjustment Date

Interest Rate at Default (Mortgage Only)
Percentage will prepopulate

Due date Of Last Completed Installment Paid

Unpaid Principal Balance Owing at Date of Last
Complete Installment Paid

Date Legal Action Started
Date Legal Action Completed
Mortgage Type

Status

° A) Lender Details

{° B) Berrower Detasls
° ) Property Details
° 0 Default Management
i E) Claims Details

() F)Listing Period

G} Borrowner Charges

| H) MO Rental Income Ditails

| 1) Partial Payrent Details

J) Arlachments
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How to Complete and Submit a Homeowner Claim

F. Listing Period o _
F) Listing Period & -~ Status
In this section, please complete all fields corresponding to the listing
. O Yes ® Mo
details for the property. : :
f p p y Approved Lender's Listing Date Approved Lender's Listing Expiry Date B A) Lander Dot
L. . . . . . 20180911 a8 20181211 =]
Listing period is not required for ECS and Walkaway claim types. In either @ &) Borower Dotais
scenario, enter the Appraisal Date and Appraisal Value. Approved Lenders List Price Revised List Price
If the claim type is Deficiency Sale, Title Transfer/Assignment of Mortgage, or 3650000 3500000 @ ©PropertyDeints
the property was sold by the lender and there is no exception to the listing, the
following fields are mandatory: Appraisal Date Appraisal Value @ ©) Detaun Management
2018-05-02 a $475000
*  Approved Lender’s Listing Date * Comparative Market Analysis @ © clams Deaits
(CMA) Date Comparative Market Analysis (CMA) Date Comparative Market Analysis (CMA) Value

*  Approved Lender’s Listing Expiry I “ . )

Date e Comparative Market Analysis @) F) Listing Parod
o Approved Lender’s List Price (CMA) Value Minimum Acceptable Sale Price

G} Banower Charges
. Revised List Price . Minimum Acceptable Sale Price 2450000 '
H) HORemal Income Delals
@ Add Additional Listing Period [ Partiel Payment Detels

J) Artachiments

Keep reading to learn more about the key fields

in this section. “ ——
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How to Complete and Submit a Homeowner Claim

F. Listing Period
Status

Tips for Key Fields
F) Listing Period & ~ °
A) Lemder Dalals
* Exception to Listing will be set to No and additional fields
will be shown- to add a listing period. Selecting Yes will ' OY¥es @ Mo . R
collapse the fields below to show only Appraisal Date and | |--—------------. o . 0 ¥ BonowrDuishs
Appraisal Value. : Approved Lender's Listing Date Approved Lender's Listing Expiry Date 1
1 1
! ! €) Property Detads
* Enter the first date the property was listed for sale in ! S =) SHliAkE a | ° ’
Approved Lender’s Listing Date. L oo oo !
o . | Approved Lender's List Price Revised List Price ) @ ©) Detaus Managemen:
* Approved Lender’s Listing Expiry Date must not be less : : |
than the Approved Lender’s Listing Date or greater than | 8650000 $500000 ! © © comsDeais
the current calendar date unless the Claim Type is L o o o o o o o o o o o o e CEmZZZZZIo. I |
Deficiency Sale. i i
3% Appraisal Date Appraisal Value @ © sting Period
* Enter the list price of the initial 90-day listing period in 2018-05-02 = 8475000
Approved Lender’s List Price. () &) Bamewer Charges
. : : - C tive Market Analysis (CMA) Dat c tive Market Analysis (CMA) Val
* Enter the last list price during the initial 90-day listing omparative Market Analysls (CMA) Date Omparative Market Analysts (CMA) Value 1
period in Revised List Price. This field is displayed and 20180531 B8 3450000 \J Wi HOURentalincome Detads
optional for Deficiency Sale, Title Transfer and Assignment
of Mortgage claim types. The amount cannot be equal to Minimum Acceptable Sale Price L) § Partial Paymaet Dol
the Approved Lender’s List Price.
£450000 i
J) Artachiments
@ Add Additional Listing Period
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How to Complete and Submit a Homeowner Claim

F. Listing Period
F) Listing Period & - Status

Tips for Key Fields
. - . . O Yes (@) Mo B A) Lender Detasls
* |If Exception to Listing is Yes, then only the Appraisal
Date and Appraisal Value will be displayed. Approved Lender's Listing Date Approved Lender’s Listing Expiry Date o
B) Boerower Details
o Enter the date the appraisal report was obtained 2018-09-11 B8 20181211 B8
for the initial 90-day listing in the Appraisal © sty v
.. . Ty Chid el
Date. Thisis a mandatory field. Approved Lender's List Price Revised List Price ’
o Enter the market value as indicated on the 3650000 4500000 S
appraisal report for the initial 90-day listing @ 0 Detouh Mansgemen
period in the Appraisal Value. This is a T TSI TS o o oo oooo------------o-----
mandatory field. : Appraisal Date Appraisal Value : ° E) Claims Details
! ]
1
* Enter the date the initial Comparative Market Analysis : FoiEase B8 sa7s000 : @ ) Lstog perod
(CMA) reportWaS Obtalnedforcomparative Market ;::::::::::::::::::::::::::::::::::::::::::::::::::::I .
Ana|ysi5 (CMA) Date. | Comparative Market Analysis (CMA) Date Comparative Market Analysis (CMA) Value :
1 ! ) Borower Charges
* Enter the market value as indicated on the initial || 20180531 B 5450000 :
1 1
1 1

Comparative Market Analysis (CMA) report for
Comparative Market Analysis (CMA) Value.

---------------------------------------------------- L H) HOURental Income Delals

]
1
1
$450000 : ( 1} Partial Payrment Details
1

* Enter the determined Minimum Acceptable Sale Price. ©= | | Lt--——c-—-—-—-oo—-—-—-—-----
J) Artachiments

* Select the Add (+) icon to Add Additional Listing Period. ' |7 --""-"=---=-------------
Only one additional listing period can be added.
O “ Spen Drat

When you add an additional listing period,
the system will perform additional date

validations based on the data entered for

the first listing period. CANADA MORTGAGE AND HOUSING CORPORATION ™% 54




How to Complete and Submit a Homeowner Claim

G. Borrower’s Charges

In this section, record any costs incurred by the
borrower that are related to the property.

* Select Code and Nature of Charge. The drop-down
list contains a list of codes and accompanying
descriptions. If you select 999 Other, the Comments
text field will appear. This field is mandatory.

* Date Paid and Amount ($) are mandatory fields for
all charge codes.

G) Borrower's Charges @

140; Legal Fees

130: Taxes After Default

140: Legal Fees

2019-01-19

2019-05-30

2019-08-13

999: Other v

Deposit on sale that fell through_

40 Character Limit

2019-05-30

Amount 1
1
1
1
9621.5 1 @
1
<+ Add Comments
$3023.2 m
<+ Add Comments
$2735.59 W
<+ Add Comments
9324482 W
<+ Add Comments
o}

Total Borrower Charges

§1715.11

Status

@ #) Lencer petais

° B} Borower Delsds

o C) Property Details

a D) Dafaul Mansgemssnt

° E) Claims Dwtails

© ) Listng Period

::.\_. G) Borrower Charges

() H) HOURental Income Detats
I} Partiad Payrmend Detasls

o) Amtachments

“ i
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How to Complete and Submit a Homeowner Claim

H. NOI/Rental Income

Details Status
In this section, include any property-related income
[ [ #A) Lender Details
received (rental or otherw:se). H) N.O.I. / Rental Income Details @ ~ e )
It - --=-== -t 1
* The Has Rental Income Been Received is a mandatory field that will be : (’;T“”‘“g:“““"“"”““"*‘” ; © © Sorowusie
set to No but remains editable. Selecting Yes will open the following .
fields: : Date Paid for N.O.I. / Rental Income : : Amount -i e ) Property Details
1 11
1
o Date Paid is a mandatory field and the date entered must be : S a: : -
after the Due Date of Last Complete Installment Paid. e e 1 Q ) Default Management
o Amount ($) is a mandatory field and can only be entered + Add Commert
using a positive number. @ © Claims Details
o You may Add Comment for each line item (this is optional). ToraiNOlRents neome
e F) Listang Period
* For supplementary claims, the cash receipts from the previous claim will @ ) Borowes Charges

be pre-populated and editable.

) H) NOLRental Income Details
) 1) Partisd Paymen Detadls

J) Amachments

“ R

There is no limitation to the
number of rows you may add.
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How to Complete and Submit a Homeowner Claim

I. Partial Payment

Details Status
In this section, include any partial payments received
on the mortgage. ) Partial Payment Details @ A ° A} Lender Details
ITTT T T T TT T T T T T T T T 1
* Have Partial Payments Been Received is a mandatory field. Selecting :”"‘f”‘““'"’i"m“"* D © © cooveronss
Yes will open the following fields: !
:-De;e_PaE fT)r;a;iaTP;yr;en-ts-on-MErtEag-e- -: :-A;wo:m_ -------------- :
o Date Paid for Partial Payments on Mortgage is a mandatory : x : © ) Propery etats
field. The date entered must be after the Due Date of Last ' oros0s B! s '
1 11 1
1

Complete Installment Paid. L L L oL e eemme——o-- @ ©) Detaun Management

o Amount ($) is a mandatory field and can only be entered [ [ Addcommem

using a positive value. @ © Clams Detaits
o You may enter a Comment for each line item (this is 20170518 B $1800 e
optional). °l F) Listireg Period
<+ Add Comment
* For supplementary claims, the cash receipts from the previous claim will _ @ ) Boromer Charges
be pre-populated and editable. foralFertaitaynens

° H) HOLRemtal Income Detals
f.: I} Partial Payment Details

J) Artachiments

“ i

There is no limitation to the
number of rows you may add.
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How to Complete and Submit a Homeowner Claim

J. Attachments

For a successful upload, follow these steps:

0 Select the Attachment Type from the drop-down list.

e Write a Description for the file. The Description is mandatory for the
Miscellaneous Attachment Type.

e Drag and a drop the file into the upload field or select the field to open a file dialog
and select the desired file under the selected Attachment Type. When attaching a
file, take the following requirements into account:

* The acceptable file types are PDF, XLSX, XLSM, XLS, JPEG, PNG, DOC, DOCX,
BITMAP, TXT, JPG, CSV.

*  The maximum upload file size is 25MB.

* Thereis a maximum of 25 attachments per claims submission.

* The name of the file you wish to upload must not be longer than 100 characters.

If you want to upload files with a different Attachment

Type, select the appropriate Attachment Type and
follow the same steps for a successful upload.

J) Attachments @

Attachment Type Description File Name

Appraizal Reports Wiew

Fleasze attach any supporting documentation.

: Description

Distribution of funds after sale.

150 Character Limit

Drop files to attach, or upload your files

(Supported formats: PDF, XLSX, XLSM, XLS, JPEG, PNG, DOC, DOCX, BITMAR TXT, JPG, CSV)

Please Note:The Social Insurance Number (SIN) is not required for Claims purposes. Please do not

include this information or ensure it is masked prior to submitting the requested documents to

CMHC.

Status

o A) Londer Datasls

° B) Boerowntt Dutails
o ) Property Delasls
0 ) Default Management
B E) Cladms Datails

° F) Listimg Perigd

B G) Bomower Charges
ﬂ M) HOURental income Detadls

a I} Partial Paymenit Details

:. ) ArEschrmns

“ e
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How to Complete and Submit a Homeowner Claim

STEP20F 2
Enter Claim Information

A) Lender Details @ ~ Status

NOTE: If you would like to update the pre-populated information on file permanently, please contact
the lender team.

@ A)Lender Details
™ Lender Name Lender Code ]

Bank ABC 12345678 ° B) Borrower Details
H |
S u m I t t e Claim Payee Transit Number Claim Payee Type
° C) Property Details
12345 v Approved Lender v
I ®
Homeowner Claim —— © otimeme
Bank ABC v English v ‘
° E) Claim Details

When you finish completing all the sections, select ]
Submit on the status tracker. i T ki feoss
3027 Robson Street

° G) Borrower's Charges
Lender Address Line 2 (Optional) ]

12
Lt ° H) N.O.L / Rental Income Details
Town/City Province Postal Code '
° |) Partial Payment Details
Vancouver British Columbia v V6B3K9

|

o J) Attachments

Contact Information for Lender’s Authorized Officer

You may experience some error messages Fiistame LastName m

after you select Submit. On the following Kevin Brown N
page we will learn how to handle these {}j
errors.
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How to Complete and Submit a Homeowner Claim

When an error has occurred within the homeowner claims submission, an error notice will be displayed next to the field in question.

Form Level Errors

If you try to submit with form level errors, the page will
reload with the errors indicated at the top of the page,
directing you to the location of the error(s). = Section E) Claim Detalls

@ The following sections have a total of 9 error(s):

You can save a draft of your homeowner claims
submission with errors (anytime after successfully
creating the claim). However, you cannot formally CMHC Loan Number
submit a claim until all form level errors have been
resolved. If you are unable to resolve the errors, contact
the Claims Payment Centre. * Required

Please refer to the Support chapter on page 75

for contact information.
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How to Complete and Submit a Homeowner Claim

A Canada Merigage and Housing Corporation Frangais Q Notifications = Menu
CMHC e SCHL

Insurance Servicing Tools
0 5 [ ]

@ > Homeowner Claims Inventory

Review Your
New Claim

You have successfully submitted the

Homeowner Claims Inventory

A7) In Progress (6) Approved (3) Cancelled/Declined (7) Refund Requested (1) Under Review (2) Drafts (12)

homeowner Claim. CMHC Loan Number ~ Search CMHC Loan Number
N ow yo u Wi | | be red i re Cte d to t h e H omeowner Row Action Lender Ref, # CMHC Loan Number Claim Status Submitted Date = Claim Type Indicator Lender Name Transit # |
Claims Inventory. D oo :
i 1234567 2 12345678 ® InProgress  Oct 28,2021 Main ee 2345 ;
e e e e e e e e e e e e e e e e e e e e e e e e e e e, e, e e, e e, e, e, e e, e e e, e, — = — — — 1
: 910111 12308765 ® In Progress Oct 27,2021 Main Bj;;““c -
. - Bank ABC
i . g 57654321 ® Paid Oct 26, 2021 Main s 231

1-100f 17 items  Show: 10 Rows - 2 >
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How to Monitor the Homeowner Claims Inventory

You will be redirected to the inventory following claims submission. You can also access the inventory through the
Quick Links section on the Dashboard or the Menu. Let’s review the key features of the Homeowner Claims Inventory.

Keep reading to learn more

about the key features.

Canada Mortgage and Housing Corporation Frangais L3 Notifications = Menu
Insurance Servicing Tools Create New Claim
Select Create New Claim if you need to submit a new claim to CMHC.
@ > Homeowner Claims Inventory You will be taken to the Homeowner Claims Submission page.
il : e Category Bar
Homeowner Claims Inventory o : : You can filter claims by accessing the following category tabs:
L=
ITTTTTT T T T T T ! * All: Includes claims with the statuses New, In Progress, Cancelled,
e : AN(17)  InProgress(6)  Approved(3)  Cancelled/Declined (7)  Refund Requested (1)  Under Review (2)  Drafts (12) | Declined, Paid, No Claim Payable, Refund Requested and CMHC
1 .
e o o oo o oo ooooemooooooo—e Reimbursed.
et * In Progress: Includes claims with the statuses New and In Progress.
RowAction  Lender Re. # CMHCLomMumber  ClsimSists  SubmittedDate ¢  ClaimTypeindicaior  Lender Name Transit # * Approved: Includes claims with the statuses Paid and No Claim Payable.
e * Cancelled/Declined: Includes claims with the statuses Cancelled and
B | 123488 I Oct 28 1 Main aaae DECIiHEd.
12358785 I e e o Berk AdC . * Refund Requested: Includes claims with the statuses CMHC Reimbursed
and Refund Requested.
9O e o Paig oct 26,2021 s 12345 e Under Review: Claims in this tab require further assessment and

additional information. You will be contacted by someone in the Claims
Payment Centre.

1-100f 17 tems  Show: 10 Rows ~ - 2

* Draft: Includes all claims saved as drafts during submission. Claims saved
as drafts do not appear in the All tab.
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How to Monitor the Homeowner Claims Inventory

Let’s continue reviewing the key features of the Homeowner Claims Inventory.

Canada Mortgage and Housing Corporation
Insurance Servicing Tools

@ > Homeowner Claims Inventory

Erangais

L& Notifications

= Menu

Homeowner Claims Inventory

Keep reading to learn more

about the key features.

G Search Bar

You can search the Homeowner Claims Inventory by the Lender
Reference Number or CMHC Loan Number. Use the drop-down list to
select the field you would like to search by, enter the corresponding
values and then select Enter. You can use the X icon or the Backspace
button to clear the Search Bar.

Table Headers

AN(17) In Progress (6) Approved (3) Cancelled/Declined (7) Refund Requested (1) Under Review (2) Drafts (12) Select the Submitted Date table header to Sort the inventory by that ﬁeld.
e | The up and down arrows indicate where sorting is available.
e: CMHC Loan Number = Loan Numi :
e o o o o o o o o e o e e e e e e e e e e e e e e e e e m i m - I Claim Status: The status of homeowner claim submissions can be reviewed
noe ] | Ltwre  COlsmmmbe  Gumtuas  Sdeiedbus ¢ ChmTpeldomr  Lewetame roste | in the Homeowner Claims Inventory and on the Claims Submission Details
LT TIITTIIITTIIITTIIITTIIITIIIITIIIIIIIIIIIIIIIIIIIIIIIIIII page. To learn more about Claim Status, select page 65.
G 1 123458 B A86TE ® In Progre: Oct 28, 2021 Main 5‘3:5-5 12345 : . .
Sttt ettt Submitted Date automatically sorts by newest to oldest claims.
o i i ) ® In Prog Oct 27,2021 Main = _."La: . .
- Submitted Homeowner Claim
B e s o Paid et 26,2021 ek 10 Select a submitted homeowner claim/row to access the Claims
' Submission Details page.
1100 70me smen( t0nowe - Kl - Vertical Ellipses Icon

Select the vertical ellipses icon beside the Lender Ref. # to cancel a
claim with the status New or In Progress or delete a Draft claim.
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How to Monitor the Homeowner Claims Inventory

Let’s continue reviewing the key features of the Homeowner Claims Inventory.

Canada Mortgage and Housi Frangais L3 Notifications = Menu

Insurance Servicin,g Tools
@ Envelope Icon

The envelope icon appears for a claim when a new comment has been
added by CMHC. The icon will disappear after selecting a specific row.

@ > Homeowner Claims Inventory

Homeowner Claims Inventory

A7) In Progress (6) Approved (3) Cancelled/Declined (7) Refund Requested (1) Under Review (2) Drafts (12)

Paper Clip Icon
The paper clip icon appears for a claim when a new attachment has been
added by CMHC. The icon will disappear after selecting a specific row.

CMHC Loan Number

Row Action Lender Rel. # CMHC Loan Number Claim Status Submitted Date = Claim Type Indicator Lender Name Transit & 0 Show Field - a q .
In the Show field, you can adjust the number of claims listed on one page.

12348678 ® In Progress Oct 28, 2021 Main 12348 - 12348

8910111 0 12308765 e In Progress Oct 27,2021 Main 3_:;5: e o Pagination Bar

Use the pagination bar at the bottom to navigate to different pages

\ o . .
1 Qle s o Puid et 26 2001 v oo e . within the Homeowner Claims Inventory.
1Ees u u
|m——------ eSS = 1
1-100f 17 items :-Sh_ow_ _Io_ﬂo_ws_ _.. _|:_ <1 !_ _2_ L : _:
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Understanding Claims Statuses

The status of your homeowner claim submission can be reviewed in the Homeowner Claims Inventory and on the Claims

Submissions Details page.

¢ R

Your submitted claim has been successfully
validated for completeness and the
adjudication process can be triggered.

In Progress

Your submitted claim is being reviewed and
adjudicated.

&

Your submitted claim has been manually
declined by the Claims Payment Centre
after being routed for review or reopened.

I

Your submitted claim is approved, and the
funds are in transit. The claim calculation
letter, credit of receipts and calculation
summary documents will be sent by e-mail to
the lender identified contact and can also be
accessed in the Attachments & Comments tab.

@ No Claim Payable

Your submitted claim is approved but does
not have any payable value.

@ Refund Requested

CMHC has requested a refund for your claim.
The refund request letter will be sent by e-
mail to the lender identified contact and can
also be accessed in the Attachments &
Comments tab.

® Cancelled

CMHC cancels your claim due to errors or
cancels the refund request. This status will
also appear if you cancel your submitted
claim with a New or In Progress status. If you
wish the cancel a claim with a different status,
please contact the Claims Payment Centre.

@ CMHC Reimbursed

CMHC has received the requested refund
from your organization.
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Homeowner Claims Submission Details Page

Let’s review the key features of the Homeowner Claims Submission Details page. You can access this page by selecting a submitted
homeowner claim/row in the Homeowner Claims Inventory. The page will automatically open on the Claims Submission tab.

Vertical Ellipses Icon

a Select this icon to contest a claim with a Declined status. A panel will
-anada Mor and Housing Corporation T i ¥ tificati = . .
A Insurance Servicing Tools framsais (3 Notfeations = Henc open where you can provide your Rational and Attachments
(optional). Select Submit when you have completed the fields.
@ > Homeowner Claims Inventory > Claim Details
e Owner

In this field you will find the CMHC individual assigned as the Owner
for your homeowner claims submission. This field is not editable.

Lender Reference Number: 1234567

CMHC Loan Number: 12345678

P e e
: . 1 1
1 . 1 c
@O o 2 v s g T © @ status

This field displays the current status of your homeowner claims

Q | ks Subsmission || Attachments & Comments G submission. This field is not editable.
e | Ry 1
Q Claims Submission Tab
A) Lender Details © Status In this tab, you can review your previously submitted homeowner
claims submission. You can scroll through the sections and completed
NOTE: If you would like to update the pre-populated information on file permanently, please fleIdS Howeverr the flelds remain Un'editable.
contact the lender team. ° o) Loier Dl
Lender Name Lender Code ‘ e Attachments & Comments Tab
- . © & orovervense In this tab, you can review your previously submitted homeowner
‘ claim. You can scroll through the sections and completed fields.
Claim Payee Transit Number Claim Payee Type P However, the fields remain un-editable.
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Attachments & Comments Tab

The Attachment & Comments tab is a central repository of all attachments and comments exchanged between you and CMHC for a
specific homeowner claims submission.

Attachments & Comments Tab | | -
OO e -

The individual that submitted the claim will receive an 0 0 e B B
automated e-mail notification when CMHC leaves a
comment or makes a request for additional

Lender Reference Number: 1234567

CMHC Loan Number: 12345678

-

documentation. owner: & Katie Martin Status:  ® In Progress
. . . . F-—=—======= 1
The e-mail will contain a link to the Attachments & Clams st ! e
Comments tab where the message can be reviewed and eeeeeees :
. . Al - B Add Amachment B Send Comment To CMHC
actioned if necessary.
Kevin Brown Comment

10/1172021 031
/1172021 0319 pm Hello, thank you for your request. Please see the attached appraisal report for this submission

- | 2020AppraisalReport.pdf i
poF | TP Appmissl Reports =

Comment Attachment

Katie Martin .
Documentation Request Note
10/11/2021 0316 pm - "
Thank you for your deficiency sale claim submission. To appropriately review your file, please send a copy of the most recent
Documentation Request Note appraisal report

1-20f2items Show: 10~ .
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Attachments & Comments Tab

Attachments & Comments Tab Functionality
® ® i)

You can review and action You can review the You can review and download the
CMHC’s message or request outcome/decision of your claim cover letter, claim calculation and
for additional documentation cash calculation (if applicable)

when your claim is approved

J fa—
-l *—
You can review and download You can attach any additional
the refund request letter applicable documents such as in the
when a refund is requested cases of a judgment or bankruptcy,
following claim payment

Service Provider users will have access to all

comments and documents on this page to
seamlessly perform work on your behalf.
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Attachments & Comments Tab

Let’s review the key features of the Attachments & Comments tab.

Lender Reference Number: 1234567

CMHC Loan Number: 12345678

Owner: & Katie Martin

Status: ® In Progress

Kevin Brown

10/11/2021 03:19 pm

Comment Attachment

Katie Martin
10/11/2021 03:16 pm

Documentation Request Note

Comment

Hello, thank you for your request. Please see the attached appraisal report for this submission

/1' .| 2020AppraisalReport.pdf
POF Type Appraisal Reports

Documentation Request Note

«l 0

____________

1
I'E] send Comment To CMHC |
e

Thank you for your deficiency sale claim submission. To appropriately review your file, please send a copy of the most recent

appraisal report

1-2of2items Show: 10

Communication Type
Select this field to filter the type of communication you would like to
check (All, Attachments Only, Comments Only).

Attachments & Comments

Attachments and comments are automatically sorted by last created.
Each comment or attachment will detail the name of creator,
organization, time/date of creation and type (CMHC Comment, Lender
Comment, Attachment).

Add Attachment
CMHC may request additional documentation, or you may wish to
provide some. Select Add Attachment to do so.

Select a category from the drop-down list, provide a description and
attach the file in the attachments section using the same method as
on the Homeowner Claims Submission page.

Select Submit when you have completed the fields.

Send Comment to CMHC

Select this button to write a comment to CMHC. A panel will open
where you can provide your comments to CMHC and attachments
(optional). Select Submit when you have completed the fields.

Download
Select this icon to download a copy of the attachment.
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Homeowner Claims Submission Processing

After submission, CMHC will immediately begin to validate and review your homeowner claims submission. This may result in
additional communication between you and CMHC. Let’s review the possible interactions between you and CMHC during this stage:

CMHC will Contact You in the Following Scenarios:

You will receive an automated e-mail notification from the Homeowner Claims Submission Tool when:

...............

* anew comment has been added for your claim
* a Claims Officer requests additional documentation
* asystem error occurred during the submission of a claim

CMHC may contact you via e-mail or phone when:

* the cover letter, claim calculation and cash calculation (if applicable) and refund request letter
are available in the Attachments & Comments tab

* CMHC or you cancel a claim
* there are issues with the property during property inspection or after property takeover

The lender identified contact will receive the cover letter, claim calculation and cash calculation (if applicable) and
refund request letter (if applicable) via e-mail as per the current process during the transition period.

You Should Contact CMHC If Your Need to:

ask a question about the automated e-mail you received or about your submission
cancel/withdraw the claim submission

update a field within your submitted claims submission

submit a pre-claim approval. Follow the existing process and submit inquiries to cpc@cmhc.ca

attach additional documentation after the claim has been paid in cases such as a judgment or bankruptcy, and so on

Use the Send Comment to CMHC function to communicate with CMHC regarding your claim.
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Homeowner Claims Submission Processing

System Error During Processing

Under rare circumstances, a system error may occur during the Homeowner Unable to Submit Claim Due to >
Claims Submission Processing stage. The lender identified contact will be

notified via email and receive a notification on the Insurance Servicing Tools. System Error

While the issue is being resolved on our end, the Homeowner Claim will be 23/05/2023, 8:42 am

retained in a draft state and can be found in the Homeowner Claims Inventory.

. . . . Please be advised that a system error was detected upon submission of
There is no further action required on your end. Once the issue has been y P

resolved, the Homeowner Claim will be processed and marked as In Progress in
the Homeowner Claims Inventory.

the claim. The claim has been retained in a draft state, while the issue is
addressed. No further action is required at this time. Please contact
cpcdocs@cmhc.ca if you have any additional questions.

Please refer to the Support chapter on page 76

for contact information.
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Quick Links

Quick Links

Please access the following links to navigate to the Insurance

Servicing Tools in the language of your choice:

English login page French login page

Please access the following link to navigate to the Homeowner
Business Transformation landing page to learn more about the

Insurance Servicing Tools and access support materials:

HBT landing page



https://gateway-passerelle.cmhc-schl.gc.ca/en/
https://gateway-passerelle.cmhc-schl.gc.ca/fr
https://www.cmhc-schl.gc.ca/en/professionals/project-funding-and-mortgage-financing/mortgage-loan-insurance/homeowner-business-transformation

Chapter 3: Support
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Contact Us

For any questions related to claims contact the Claims
Payment Centre at 1-866-358-9999 from

* 9:00a.m.to 5:00 p.m. ET, Monday to Friday.

For any questions or issues regarding the login or access process,
contact the Help Desk at 1-866-748-2600 from

e 6:30a.m.to 11:00 p.m. ET, Monday to Friday.
 8:00a.m.to 8:00 p.m. ET, on weekends.
You can also contact the Help Desk via helpdesk@cmhc.ca.

Canad'?af CMHC¥ SCHL
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