










































































































































































































APPENDIX H 
REPORT ON CUSTOMER SERVICE      

 
COMPACT WITH TEXANS  The Department's Compact with Texans and appointed customer 
service representative are posted on the agency website (www.sml.state.tx.us), along with the 
agency's mortgage hot line number (877) 276-5550. 
 
INVENTORY OF EXTERNAL CUSTOMERS CHOSEN FOR SURVEY BY STRATEGY
 
STRATEGY EXTERNAL CUSTOMERS SURVEYED 
A-1-1 Thrift Examination and Supervision State chartered financial institutions 
B-1-1 Mortgage Broker Licensing Licensed mortgage brokers and loan officers 
B-1-2 Mortgage Broker Examination Licensed mortgage brokers 
B-1-3 Texas Online None 
C-1-1 Complaint and Inquiry Process Complainants 

 
DESCRIPTION OF EXTERNAL CUSTOMERS AND THE SERVICES PROVIDED TO THEM 
 
GOAL: THRIFT SAFETY AND SOUNDNESS.  The primary beneficiary or customer of the 
Department's thrift safety and soundness goal is the state of Texas and its citizens, borrowers 
and depositors.  A safe and sound thrift system helps ensure a stable economic environment 
for employers and jobs for their employees, while assuring a safe place for depositors' money 
and available credit for small business consumers and residential financing needs. 
 
STRATEGY: THRIFT EXAMINATION AND SUPERVISION.  There are two direct recipients or 
customers of examination and supervision, the FDIC and the regulated institutions, plus other 
indirect recipients such as attorneys, accountants and others who assist in preparing thrift 
applications.  Thrift examiners conduct examinations jointly with the FDIC.  It is important 
that the quality of our examination and supervision staff, their experience, training, and 
technological resources ensures the agency’s ability to participate fully with the FDIC on 
examinations and provide efficient, timely and fair evaluation of applications.  The 
Department has successfully met this challenge as evidenced by the success of the joint thrift 
examination and supervisory programs.  We must meet the highest expectations for this 
strategy to maintain the state's role in the dual thrift system.  
 
For each institution that is a regulatory customer, the strategy must be thorough and 
substantive, balancing safety and soundness with the institution's need for minimal regulatory 
burden.  Quality examinations and supervision provide management and boards of directors 
with an independent look at their success in complying with state and federal statutes and 
regulations and operating a safe and sound financial institution, ultimately benefiting the 
institution's customers and shareholders.  Burdensome, arbitrary, or arrogant requests for 
information, or improper use of authority, or inconsistently applied statutes, regulations and 
procedures can inconvenience, disrupt and even damage institutions.  Accordingly, chief 
executive officers of institutions under the Department's jurisdiction are the customer 
constituency we survey to monitor our performance. 
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GOAL: MORTGAGE REGULATION.  Customers of the mortgage regulation goal include all 
the diverse parties that participate in any way in the residential mortgage market and the 
secondary market for investment in such mortgages, and also the home-buying citizens of 
Texas seeking financing to buy real estate or refinance existing mortgage loans.   
 
STRATEGY: MORTGAGE BROKER LICENSING.  Customers of the mortgage broker licensing 
strategy include the entities licensed or registered by the Department and consumers seeking 
mortgage financing.  The customer base, home-buying citizens of Texas, is too broad to 
survey, so the Department focused its survey of customer satisfaction on the mortgage broker 
and loan officer survey of licensees. We also rely on the survey of consumer complaint 
processing to assess consumer satisfaction with the licensing system and our handling of 
their complaints. 
 
STRATEGY: MORTGAGE BROKER EXAMINATION.  Customers of this strategy are essentially 
the same as for the licensing strategy, plus licensees who receive an examination.  The 
customer base, Texas’ home-buying citizens, is too broad to survey, so the survey of 
mortgage broker and loan officer licensees covers this strategy also. 
  
GOAL: CONSUMER RESPONSIVENESS 
 
STRATEGY: COMPLAINT AND INQUIRY PROCESS.  The primary customers served by this 
strategy are consumers doing business with our regulated entities or relying on their work.  
By enforcing the statutory experience and educational requirements and standards of 
conduct, the Department also serves mortgage bankers, lenders and investors, appraisers, title 
companies, surveyors, mortgage insurance companies, realtors, and federal agencies, such as 
Federal Housing Administration, Veterans Administration, and HUD.  The customer base is 
too broad to survey, so the survey assesses the customer satisfaction of complainants. 
 
INFORMATION GATHERING METHODS, RESULTS AND ANALYSIS
 
The Department assesses its customer service through communication with its constituents.  
During the strategic planning process, the Department also surveys thrift institution CEOs, 
mortgage brokers and loan officers, and persons filing complaints against regulated entities.  
Surveys were mailed January 2, 8, and 9, 2008 with return requested by March 1 although 
responses received by late April are included in the results.  Respondents could choose to 
respond anonymously.  The Department is proud of its reputation as a provider of quality 
regulation and service to its constituents.  It was rewarding for surveys to positively confirm 
that emphasis as shown in the tables below.  Questions were phrased as a positive reflection 
of performance with "Strongly Agree" and "Agree" being indicators of customer satisfaction.   
 
THRIFT CEOS.  The survey was mailed to 100% of state chartered thrift institution chief 
executive officers and covered the full range of Department activities: examination, 
monitoring, enforcement and application processing.  The response rate was 100%. 
 
MORTGAGE BROKERS AND LOAN OFFICERS.  The population included all applicants 
receiving licenses between September 1, 2006 and December 31, 2007. The survey sample of 
250 licensees was chosen using a random number generator.  The response rate was 23.2%.  
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CONSUMER COMPLAINANTS.  The population included all 594 complaints both filed and 
resolved during FY 2007. The survey sample of 100 complainants was chosen using a 
random number generator. The response rate was 34%.  

 
COMPOSITE SURVEY RESULTS 

 
Survey Results 

STRONGLY 
AGREE 

 
AGREE 

 
DISAGREE 

STRONGLY 
DISAGREE 

NO 
BASIS 

Overall effectiveness and responsiveness      
      Thrifts 50% 50% 0% 0% 0% 
      Mortgage Brokers 17% 67% 7% 2% 7% 
      Complainants 33% 29% 9% 26% 0% 
Staff composite evaluation      
      Thrifts 62% 29% 0% 0% 9% 
      Mortgage Brokers 18% 64% 6% 0% 12% 
      Complainants 34% 34% 7% 16% 9% 
Website composite evaluation      
      Thrifts 19% 54% 8% 0% 19% 
      Mortgage Brokers 30% 59% 8% 0% 3% 
      Complainants 24% 39% 10% 20% 7% 
Communications composite evaluation      
      Thrifts 45% 54% 0% 0% 1% 
      Mortgage Brokers 18% 61% 10% 3% 7% 
      Complainants 28% 32% 8% 24% 7% 
Program/strategy evaluation      
      Thrifts 39% 48% 1% 0% 13% 
      Mortgage Brokers 21% 65% 9% 2% 3% 
      Complainants 33% 26% 12% 25% 3% 
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The state chartered thrift industry is a small population with a well established regulatory 
program.  Because transactions are few in number but complex, institution executives have 
substantial one-on-one communication with the commissioner, examiners, and monitoring 
staff.  During the survey period the Department restructured to accommodate the previous 
commissioner’s retirement and conducted ongoing thrift activities during the search for a 
replacement. The former deputy commissioner – director of examination was promoted to 
the position, with additional restructuring resulting.  Although these changes must have 
caused at least some uncertainty in respondents, survey results were highly positive, 
indicating confidence in the Department’s capacity to accomplish a smooth transition. 
 

THRIFT CHIEF EXECUTIVE OFFICER SURVEY  --  2008 

  
QUESTIONS

STRONGLY 
AGREE

 
AGREE

 
DISAGREE

STRONGLY 
DISAGREE

NO 
BASIS

OVERALL DEPARTMENT EFFECTIVENESS 
1 Overall, I am satisfied with the effectiveness 

and responsiveness of the Department. 
13 13  

 
 
 

 

       
2 Staff--      
 a.  Knowledgeable and able to answer my 

questions. 
15 11    

 b.  Helpful, courteous and responsive to 
requests. 

20 6    

 c.  Demonstrates a willingness to assist. 18 8    
 d.  Responsive to complaints and addresses 

them in a reasonable manner. 
11 5   10 

       
3 Website--      
 a.  Provides the information I need. 5 15 1  5 
 b.  Easy to use and well organized. 5 12 4  5 
 c.  Contains clear and accurate information. 5 15 1  5 
         
4 Communications--      
 a.  Telephones, letters and e-mail are 

answered within a reasonable period. 
15 11    

 b.  Responses to my questions or concerns 
meet my needs. 

15 11    

 c.  Information published by the Department 
is clear, thorough, accurate and 
understandable. 

10 16    

 d.  Published materials, primarily bulletins 
and newsletters, meet my institution's 
needs.  

7 18   1 

 Overall Composite Results 45% 45% 2%  8% 
EXAMINATION AND SUPERVISION 
5 The scope and goals for each examination are 

clearly communicated to management prior 
to the start of the examination. 

8 14   4 

       
6 Examiner requests for information are timely 

and reasonable. 
7 14 2  3 

       
7 Examiners conduct themselves 

professionally. 
10 15   1 
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QUESTIONS

STRONGLY 
AGREE

 
AGREE

 
DISAGREE

STRONGLY 
DISAGREE

NO 
BASIS

8 Examiner communication with management 
during the examination meets my needs. 

8 16   2 

       
9 Examiners are informed on current industry 

issues, adequately trained and qualified. 
9 14   3 

       
10 Examiner findings and concerns are clearly 

communicated at exit meetings. 
9 14   3 

       
11 Examiner conclusions are well-supported. 8 15   3 
       
12 Examiner recommendations are clear and 

reasonable in the circumstances. 
9 14   3 

       
13 Examination time frames are reasonable. 7 15 2  2 
       
14 Reports of examination are consistent with 

findings discussed at exit meetings. 
8 13   5 

       
15 Reports of examination are received timely. 9 11 1  5 
       
16 Supervisory action and correspondence is 

consistent with examination findings. 
8 10   8 

Examination and Supervision Composite Results 32% 53% 2%  13% 
CORPORATE ACTIVITIES 
17 Correspondence with the Department 

regarding routine business matters is handled 
promptly and effectively. 

13 12   1 

       
18 Responses to my questions or requests for 

interpretation (written or verbal) of 
applicable statutes and regulations is timely 
and can be relied upon to be accurate. 

13 10   3 

       
19 My calls, e-mails or letters are routed to the 

appropriate person 
14 11   1 

       
20 If you have filed an application or requested 

supervisory approval for matters subject to 
regulatory discretion:  

     

 a.  The staff was accessible and provided 
helpful assistance in complying with 
requirements. 

14 8   4 

 b.  Responses to my inquiries were timely, 
appropriate and helpful. 

13 9   4 

 c.  The process was efficient and 
professional. 

13 9   4 

 d.  Requests for additional information are 
reasonable and appropriate. 

11 11   4 

Corporate Activities Composite Results 50% 38%   12% 
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Comments [Attach additional material if needed]: 
The Department does an outstanding job.  In a very volatile environment, both economically 
and politically, they have comported themselves in an exemplary manner.  
 
We are a very young bank that has only had a visitation by one examiner, so our interaction 
has been limited.  However, all of our contact and correspondence with the department has 
been a very pleasant experience.  
 
I find the website cumbersome on the banking side.  It seems to be geared more for 
mortgage brokers.  
 
Overall, a good group of people to work with.  
 
The Report of Examination received February 19, 2008 and still in process and review by 
the Board of Directors. 
 
Supervisory Analyst is extremely helpful and always timely in responding to our questions. 
 
Generally, the Department is responsive and gives well-researched answers to questions 
without a “gotcha” approach to answering regulatory questions.  Supervisory Analyst and 
Commissioner are generally accessible and responsive.  Exams seem to cover redundant 
information.  A simple “Same as Last Exam” would satisfy 50-75% of the requests, and 
would make the exam and pre-exam much easier on everyone (including the examiners).  
Exams are very tough on bank staff. 2-3 weeks onsite plus a month of pre-exam work is 
administratively difficult to manage, while also running a business.  While FDIC eliminated 
MERIT exams, 1 and 2 rated banks should have some relief. 
 
We feel that we have a very good working relationship with the department.  Our regulators 
are knowledgeable and accessible.  We believe they have handled our requests and 
examinations in a timely and fair manner.  
 
We really enjoy working with your group!  
 
Very well done.  It is a pleasure working with you.  
 

 
Only complaint is the phone system, too cumbersome, and hard to get someone on the line. 
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The survey period for mortgage brokers and loan officers did not suffer as much from 
volume of transactions and major legislative changes as did the prior survey period.  The 
positive trend continued with all measured areas attaining 89% or higher positive feedback. 

 
MORTGAGE BROKER AND LOAN OFFICER SURVEY  --  2008 

 
  

QUESTIONS
STRONGLY 

AGREE
 

AGREE
 

DISAGREE
STRONGLY 
DISAGREE

NO 
BASIS

SATISFACTION 
WITH BASIS *

1. Overall, I am satisfied with the 
effectiveness and responsiveness of 
the Department. 

10 39 4 1 4 53 

Overall Composite Results 17% 67% 7% 2% 7% 91% 
2. Staff—       
 a. Accessible and provided helpful 

assistance in complying with 
licensing requirements. 

10 37 5 1 5  

 b. Knowledgeable and able to 
answer my questions. 10 42 1 0 5  

 c. Helpful, courteous and responsive 
to requests. 11 37 5 0 5  

 d. Demonstrates a willingness to 
assist. 11 38 4 0 5  

 e. Responsive to complaints and 
addresses them in a reasonable 
manner. 

10 31 2 0 15  

Staff Composite Results 18% 64% 6% 0.3% 12% 93% 
3. Website—       
 a. Provides the information I need. 19 34 5 0 0  
 b. Easy to use and well organized. 18 30 10 0 0  
 c. Contains clear, up to date and 

accurate information. 16 37 4 0 1  

 d. Online license renewal was well 
organized, easy to follow and 
made the renewal process easier.   

17 34 4 0 3  

 e. I will renew my license online in 
the future. 17 36 1 0 4  

Website Composite Results 30% 59% 8% 0% 3% 91% 
4. Communications—       
 a. Telephones, letters, faxes and e-

mail are answered within a 
reasonable period. 

10 32 7 3 6  

 b. Responses to my questions or 
concerns addressed my situation. 12 35 4 2 5  

 c. Information published by the 
Department is clear, thorough, 
accurate and understandable. 

10 40 6 0 2  

Communications Composite Results 18% 61% 10% 3% 7% 89% 
5. License Processing—       
 a. Requests for information were 

timely and clear. 12 37 6 1 2  

 b. My license was received in a 
reasonable period after all required 
information was submitted. 

13 38 4 2 1  

 c. The process was efficient and 
professional. 12 38 5 0 3  

License Processing Composite Results 21% 65% 9% 2% 3% 91% 
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LOs STOP here, or MB not examined STOP here 
  

QUESTIONS
STRONGLY 

AGREE
 

AGREE
 

DISAGREE
STRONGLY 
DISAGREE

NO 
BASIS

SATISFACTION 
WITH BASIS *

6. Field Examination of Loan Files (if 
applicable)—           

 a. The scope and goals of the 
examination were clearly 
communicated prior to the start. 

7 17 2 0 31  

 b. The examiners conduct 
themselves professionally, are 
informed on current industry 
issues, and adequately trained and 
qualified. 

9 16 1 0 31  

 c. Examiner findings conclusions are 
well-supported and concerns are 
clearly communicated at exit 
meetings. 

9 10 1 0 37  

Field Examination Composite Results 15% 25% 2% 0% 58% 94% 
 
*With a large percentage of many respondents listing “no basis” a separate calculation was 
performed of those responding favorably divided by all responses with a basis. 
 
Comments [Attach additional material if needed]: (exactly as written, with the exception of 
redacted employee names) 
“I have received different levels of responsiveness, courtesy & assistance when I have 
called.  I am also the General Manager of my company.  We went through a broker change 
approximately one month after the 9/11/05 legislative changes.  Unusually high activity is 
always experienced by the S&ML at these times.  I understand slower processing results.  
The website is not very user-friendly.  I don't have suggestions.  I just manage to 
eventually locate info."  
 
"I am not the Mortgage Broker but I am married to & work closely with him.  I also was 
involved in our recent examination so I felt I could answer questions 6a, b & c accurately." 
 
"The approximately 10 weeks from time my app was submitted to get license approval was 
entirely too long.  Very frustrating when you have 2 loan officers who need to work, but 
have to wait on broker's license." 
 
(written in at Question 3d) "our company cannot renew online - big problem" 

 
"Processing of LO applications & changes is too slow." 
 
"As a broker we are not getting timely results when transfering a license or applying for a 
new one. 
 
It is almost impossible to get any information from a person, and the web information does 
not explain what is going on in the process.  I was told that when a broker sponsors a loan 
officer for a new license that all correspondence goes to the applicant's home address.  This 
makes no sense to me when the broker is responsible for the loan officer.  As a real estate 
broker all correspondence came to me.  I recommend that you at the least copy the broker." 
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"According to the recording on the SML automated system a new license is supposed to be 
issued in 3-5 weeks.  In several instances our organization has had to wait 2-3 months to 
see that a license has been issued on the SML website.  The least that you can do, if this is 
the case of most applications, is change the message on your automated system." 
 
"Personnel remain professional but licensing from time of passing the test to issuance 
seems to be inefficient.  Phone calls to the department from time to time result in getting a 
person who 'shows in their voice' that they are far too busy to deal with yet another phone 
call.  The website is loaded with information but finding some documents for licensing are 
hard to find - Test/No Test Required in different places, etc." 
 
"I'm also a Provider and my thanks to (employee).  He is always very helpful & 
professional.  I wish license applications could be processed and issued quicker.  I'm also a 
realtor & an ins. agent with experience dealing with TREC and TDI - you guys are doing 
great!"  
 
"Department is easy to work with and helpful, maybe slightly overworked / understaffed.  
Otherwise very good!  Thanks."  
 
"I have had occasions to call the department and have always been treated very courteously 
and my questions answered; and if not knowledgeable then immediately transferred to 
someone with the knowledge to answer my questions.  Very satisfied."  
 
(written in by 3e) "maybe" and (written in by 4c) "most of the time" 
 
“(Employee) was very informational and a wealth of knowledge.  I feel comfortable where 
the state is heading on licensing and overall requirements for brokers.  I see a need for 
layman type information instead of attorney typed requirements and reading – basic 
explanation of what is expected in plain and simple terms online or by letter.” 
 
“Specific requirements - for classes required, by new loan officers are not very clear.  
Finally my understanding of only state, fed. And SML compliance required. – It meets 
your requirements, but gives no basic/practical mortgage education for day to day loan 
origination.”   
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Any in depth statistical analysis of the surveys returned by complainants would be suspect. 
First, and most important, the outcome and resulting satisfaction is highly dependent on 
variables outside agency control, such as jurisdiction or lack of regulatory oversight 
authority.  Second, this group is assumed to have no repeat contact or ongoing relationship.  
Some complainants submit more than one complaint; after random selection of survey 
recipients, duplicates are eliminated.  

 
COMPLAINANT SURVEY  --  2008 

 

  
QUESTIONS

STRONGLY 
AGREE

 
AGREE

 
DISAGREE

STRONGLY 
DISAGREE

NO 
BASIS

       
1. Overall, I am satisfied with the effectiveness and 

responsiveness of the Department. 
12 10 3 9  

Overall Composite Results 35% 29% 9% 26%  
2. Staff--      
 a.  Accessible and provided helpful assistance in 

complying with licensing requirements. 
12 10 2 5 2 

 b.  Knowledgeable and able to answer my 
questions. 

11 10 3 4 4 

 c.  Helpful, courteous and responsive to requests. 10 11 3 5 3 
 d.  Demonstrates a willingness to assist. 10 13 1 6 3 

Staff Composite Results 34% 34% 7% 16% 9% 
3. Website--      
 a.  Provides the information I need. 7 9 5 5 2 
 b.  Easy to use and well organized. 7 11 2 5 2 
 c.  Contains clear and accurate information. 6 12 1 6 2 

Website Composite Results 24% 39% 10% 20% 7% 
4. Communications--      
 a.  Telephones, letters and e-mail are answered 

within a reasonable period. 
13 13  8   

 b.  Responses to my questions or concerns meet 
my needs. 

9 10 4 9 1 

 c.  An explanation was given as to why the 
Department could not resolve my complaint. 

5 8 4 6 6 

Communications Composite Results 28% 32% 8% 24% 7% 
5. Complaint Processing--      
 a.  Requests for information were timely and clear. 11 9 4 7  
 b.  My complaint was resolved within a reasonable 

period after all required information was 
submitted. 

9 9 2 11 2 

 c.  The process was efficient and professional. 10 6 5 5 1 
Complaint Composite Results 33% 26% 12% 25% 3% 

6. Toll-free number  1-877-276-5550 YES NO    
 a.  Did you use the Department’s toll-free hotline? 14 17    
 USE TOLL FREE NUMBER (31 responses) 45% 55%    
 b.  If not, were you informed about the 

Department’s toll-free hotline? 
12 9    

Use of Toll Free Number 57% 43%    
 
NOTES:  Totals do not necessarily match total surveys received because some respondents 
did not answer all questions.  Percentages may not total 100% due to rounding. 
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Comments [Attach additional material if needed]:  (exactly as written, with the exception 
of redacted employee names and other identifying information) 
Thank you for all your help! 
 
I wrote in about a mortgage Co. who sold me a house and basicly said my purchase was 
made but did not include taxes, on my house but on the land only, and I felt that as a home 
buyer with good credit they should have requested that the repayment should be over the 
life of the loan not call me back and hope for repayment within 60 – months.  Because 
people make a purchase looking forward to making schedule payments for the rest of there 
life.  NOT extra payments because someone could loose their home IF payment ARE NOT 
Met.  So I gave name number time call and department my response written back to me 
was based on my conversation Not on re search, IF YOU HAVE any QUESTION Call or 
write. 
P.S. Because I felt that people are loosing home are Inflated and unexpected cost increase, 
so I still feel that I did NOT receive a service. Based on the first letter I received that said 
IF you wers treat unfair during purchase to Please us with you concern.  I did and received 
little on no service. 
Thanks, 
 
I spoke on several occasions in 2006 and 2007 with (employee) from your investigations 
department.  He was helpful and responsive with my complaint against (mortgage 
company) in Houston.  Since early 2007 I have not attempted to communicate with him as 
I understand that the FBI has become involved with the case which involves mortgage 
fraud. (mortgage company) originated 2 loans for my wife on property in Houston.  Both 
loans used false documents and stated that both properties would be occupied as primary 
residences.  There are numerous other details about these transactions that led me to 
believe that someone at (mortgage company) was involved in the fraud. I understand that 
the 2nd title company involved – (mortgage company) has been forced to close, but 
(mortgage company) has not suffered any consequences as far as I am aware.  I 
periodically receive notices from the TX Real Estate Commission concerning my 
complaint against an agent involved with the sales but have not heard from your agency in 
the past year. 
 
I thank you for your efficiency.  The company refunded my money. 
 
Why enact laws, rules, or regulations if you have no intention of enforcing them. 
 
What valid purpose, other than collecting revenue to support the department, does the 
department have? 
 
It was a waste of my time, to inform the company of my concerns. 
 
I did not agree with the finding. 
 
P.S.  You people need to start an investigation concerning how this mortgage company is 
involved in the National Mortgage Crisis falling America today.  I think that it has a lot to 
do with it because of the people involved! 
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I have been forced to be in an literal relationship (slavery) by members of member of US 
government (elected Officials) Political croynism & bossism, The State of Texas knows 
full well who its for (The Bushes).  Because I am black you bigots in Texas help people to 
persecute me.  I didn’t buy that house but people in Texas continue to persecute me and 
invade my privacy.  I filed a civil rights complaint (US Govt) but the former attoney 
General Alberto Gonzalez is from Texas just like the Bushes.  I am not satisfied in any 
way with the service getting yet back there of by the Texas Dept. of Savings & Mortgage 
Lending. 
 
You have a usless bureaucracy.  You have no problems abusing appraisers.  But you Do  
absolutely nothing w/these useless brokers & lenders – You are a disgrace – spend money 
on enforcement instead of stupid surveys!  Hire someone who isn’t preprogrammed to say 
“we can’t help” “we do nothing but collect our pensions” 
 
Very appreciative of (employee) 
 
The person I dealt with was not pleasant or personable.  He really didn’t listen to what I 
was saying – kind of rude.  Including our emailed conversations for you to see. 
 
We were lied to by (loan officer) with (mortgage company) 

1. IR % much higher than quoted – Credit scores in high 700’s. 
2. payment – much higher than quoted 
3. type of loan – Interest only – supposed to be fixed for 30 yrs. 
4. Escrow wasn’t supposed to be included 
5. didn’t include pool on our loan 
6. told us NO money down at closing – we had to pay 1600 at closing & put money in 

our acct immediately per (loan officer) to process the loan per the lender. 
7. He told us all our to do list would be completed by the builder before we moved in.  

We have filed a complaint with TREC and TRCC because the lender never finished 
our to do list. 

8. (Loan officer) threatened me over the phone that even though we hadn’t sold our 
home we were living in that we had to go ahead & buy this home that he was 
financing & building for us through (builder) no later than the 1st week of 
December 2006 or they would sell it to someone else.  We had already put down 
9,000 and drew up the plans of the home & picked out everything. 

 
I mailed this complaint about 12/2/2006 and it was signed for on 12/4/2006 by (name, but 
the agency has never employed an individual by this name).  I never did hear anything on 
this complaint until I received you letter on January 11, 2008! 
 
I was appalled there are NO licensing requirements for commercial lending entities.  The 
“mafia style” way with which I was handled was disturbing.  But it was much more 
disturbing to find I could not file a complaint and they have no requirements to be met 
professionally.  This should be CHANGED. 
 
The Department was not able to assist me; however company is appreciative of its 
existence. 
 

 

Strategic Plan Appendix H: Report on Customer Service FY 2009-2013 Page H12 
 



(Employee) was out of the office (medical) I think.  (Employee) took over.  He was 
extremely curtions and professional.  He had such a calm demeaner.  He is an asset to your 
business. I hope you will persue (loan officer) further with an audit.  He sent me a note 
“You will burn in hell” with his payment to me.  (Loan officer)recently sent me a 1099 for 
taxes (money that was mine that he had to pay me back) saying he paid me out of his 
money. 
 
On June 20, 2007 a message was left on my voicemail by someone with TDSML who 
identified herself as (employee) who asked me to return her call regarding the complaint I 
filed.  I returned her call got voicemail but no returned call.  I never received any 
information or feedback regarding my complaint.  The matter of concerned was filed by 
me due to unethical and what I believed to be illegal actions of an employee at (mortgage 
company) in (city) Texas while refinancing my home due to divorce.  During a court 
proceeding my ex husband’s attorney used the cecision regarding Tx Dept. of Savings & 
Mortgage lending in their testimony and I nor my attorney had a copy of the document 
from your department.  I have not been contacted by anyone from your department since 
the message left on my voicemail on June 20, 2007.  
 
TEXAS DEPARTMENT OF SAVINGS AND MORTGAGE LENDING DID NOT 
ANSWER MY COMPLAINT.  THEY DID NOTHING TO JUSTIFY GETTING ME 
CREDIT ON MY MORTGAGE SINCE (national bank) DID NOT APPLY THE 
PAYMENTS CORRECTLY.  THEY ALSO INITIATE FORECLOSURE WITHOUT 
NOTIFY ME AS A HOMEOWNER.  WHICH IS LIKE STEALING A PERSON HOME. 
 
The problem / issue regarding our past loan has not yet been resolved.  The house had 
major repairs that were not disclosed to us prior to closing.  We became aware of them 
after the closing and they did not assist us w/ no one who could speak our language.  The 
broker didn’t not obtain the responsibility for the actions for the loan officer.  The 
foundation is broken and is in need to be repaired.  The mortgage is high enough they need 
to help us.  They gave us two mortgages w/ two interest rates w/out explaining thoroughly 
the extent of our loan.  The inspector passed the inspections knowingly there were 
problems w/ the house. 
 
Without your help, I would have never received my money back. 
 
Thanks for taking care of us 
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CUSTOMER RELATED PERFORMANCE MEASURES 
 
Goal C: Consumer Responsiveness represents the Department's commitment to 
responsiveness to consumers and all others served by the state’s thrift and mortgage 
origination industries.  Agency-specific performance measures are shown below along with 
the required statewide standard measures:  

 
 
Performance Measures 

 
FY 2008 

Goal 
 
Outcome Measures- 

 
 

 
Percent of complaints, requests and inquiries answered within ten business days (agency 
key measure) 

 
85% 

 
Percent of surveyed customer respondents expressing overall satisfaction with services 
received (state standard) 

 
88% 

 
Percent of surveyed customer respondents identifying ways to improve service delivery  
(state standard) 

 
8% 

 
Output Measures- 

 
 

 
Number of consumer complaints completed (agency key measure) 

 
1,000 

 
Number of informational inquiries and requests completed (phone/written) (agency 
measure) 

 
60,000 

 
Number of customers surveyed (state standard) 

 
376 

 
Number of customers served (state standard) 

 
26,000 

 
Efficiency Measures- 

 
 

 
Average cost per consumer complaint completed (agency key measure) 

 
$220 

 
Cost per customer surveyed (state standard) 

 
$1.50 

 
Explanatory Measures- 

 
 

 
Number of customers identified (state standard) 

 
23.5 million 

 
Number of customer groups inventoried (state standard) 

 
3 
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