DEPARTMENT OF

SAVINGS AND
MORTGAGE LENDING

Department of Savings and
Mortgage Lending

Report on Customer Service

Fiscal Year 2026



DEPARTMENT OF
a SAVINGS AND

MORTGAGE LENDING
Contents
Report on CUSTOMEr SEIVICE ......ccooeeiiii e e e e e eeaanns 3
Compact With TEXaNS ..o e e 3
External Customers and Services Provided ............ooooiiiiiiiiiiiiieec e 3
Savings Institution (Thrift) INAUSEIY .........cooiii 3
Mortgage INAUSTIY ... 3
(7010151010 0= £SO RPPPIOt 4
Information Gathering Methods.............coooiiiiiiii e 4
Detailed Customer Service Information ... 4
Savings Institution (Thrift) INAUSTIY ........oooiiiiieeee 4
MOrQage INAUSTIY ... e e e s 8
CoONSUMEr RESPONSIVENESS ....uuiiiieieiieiiiiiiiee e e e e ettt s e e e e e e e e e et s e e e e e e eeeeennnn s 12
Customer Service Performance Measures ...........coooeeuuueiiiiiiiiieeeecee e 14

Report on Customer Service FY 2026 Page 2 of 14



AN

DEPARTMENT OF

SAVINGS AND
MORTGAGE LENDING

Report on Customer Service
Compact with Texans

SML’s Compact with Texans and appointed customer service representative are
published on the agency’s website (sml.texas.gov), along with the agency’s mailing
address and phone number.

External Customers and Services Provided
Savings Institution (Thrift) Industry

Safety and Soundness

A safe and sound savings institution (thrift) industry 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. Indirect customers of the safety and soundness function include Texans
who are borrowers and depositors of savings institutions and investors in those
institutions. The indirect customer base cannot be uniquely identified in connection with
the services provided, and survey responses from these indirect customers would not be
useful in guiding agency operations. Instead, SML sends the customer satisfaction survey
to the direct customers of the examination and supervision function described below.

Examination and Supervision

The customers of the examination and supervision function are the regulated savings
institutions that are examined and supervised. Quality examinations and supervision
provide bank 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 savings institution, ultimately benefiting the institution’s customers and
shareholders. The customer satisfaction survey is sent to the chief executive officers of
the regulated savings institutions.

Mortgage Industry
Regulation

Indirect customers of the mortgage industry regulation function include all the diverse
parties that participate in the residential mortgage market and the secondary market for
investment in such mortgages, including individuals seeking a mortgage loan, lenders
and investors, appraisers, title companies, surveyors, realtors, and federal agencies such
as the Federal Housing Administration (FHA), Veterans Administration (VA), and the
Department of Housing and Urban Development (HUD). The indirect customer base
cannot be uniquely identified in connection with the services provided, and survey
responses from these indirect customers would not be useful in guiding agency
operations. Instead, SML sends the customer satisfaction survey to the direct customers
of the mortgage licensing and examination function described below.

Licensing and Examination
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The customers of the mortgage licensing and examination function are the entities
licensed by or registered with SML. The customer satisfaction survey is sent to licensed
and registered mortgage entities that recently went through the licensing or examination
process.

Consumers
Complaint and Inquiry Process

The customers of the complaint and inquiry process are consumers who submitted a
complaint or inquiry to SML. The customer satisfaction survey is sent to complainants
who recently went through the complaint process.

Information Gathering Methods

SML uses electronic surveys to collect responses from customers. The surveys are sent
with varying frequency, depending on the type of customer, as detailed below. All
responses were submitted anonymously. The survey data shows that most customers
are satisfied with SML’s services. The agency is proud of its reputation as a provider of
quality regulation and service to its customers.

Detailed Customer Service Information
Savings Institution (Thrift) Industry

Savings institutions’ operations are calendar-year based; therefore, the savings institution
(thrift) industry survey is sent annually after the calendar year-end. The table below shows
the results from the most recent annual survey.

The link to the online survey was sent to all the state-chartered thrift institutions’ chief
executive officers. A total of 40 surveys were sent over the previous two calendar years,
with an average 45.9% response rate. The survey covered the full range of SML activities:
examination, monitoring, enforcement, and application processing.

The state-chartered savings institution (thrift) industry is a small population with a well-
established regulatory program. Because transactions are few but complex, institution
executives frequently communicate extensively with the commissioner, deputy
commissioner, examiners, and supervision staff.
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Overall satisfaction with the agency

Questions - Thrift Regulation

How satisfied are you with the agency’s facilities,
including your ability to access the agency, the
office location, signs, and cleanliness?
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Satisfied

Unsatisfied

State Savings Bank Chief Executive Officer Survey — CY2024 and CY2025

Unsatisfied

How satisfied are you with agency staff, including
employee courtesy, friendliness, and
knowledgeability, and whether staff members
adequately identify themselves to customers by
name, including the use of name plates or tags
for accountability?

17

How satisfied are you with agency
communications, including toll-free telephone
access, the average time you spend on hold, call
transfers, access to a live person, letters,
electronic mail, and any applicable text
messaging or mobile applications?

16

How satisfied are you with the agency’s Internet
site, including the ease of use of the site, mobile
access to the site, information on the location of
the site and the agency, and information
accessible through the site such as a listing of
services and programs and whom to contact for
further Information or to complain?

How satisfied are you with the agency’s
complaint handling process, including whether it
is easy to file a complaint and whether
responses are timely?

How satisfied are you with the agency’s ability
to timely serve you, including the amount of
time you wait for service in person?

13

How satisfied are you with any agency brochures
or other printed information, including the
accuracy of that information?

Please rate your overall satisfaction with the
agency.

16

Overall Totals

90

45

14
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Overall Composite Results | 46.9%|23.4%| 7.3% [2.1%|4.7%|15.6%

Overall satisfaction with specified services
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Questions — Examination and Supervision

The scope and goals for each examination are clearly

9 | communicated to management prior to the start of the 15 7 0 0 1
examination.
Examiner requests for information are timely and

10| reasonable. 12 10 | 0| O 1

11| Examiners conduct themselves professionally. 18 4 0 0 1
Examiner communication with management during the

12| examination meets my needs. 15 7 0] 0 1
Examiners are informed on current industry issues,

13| adequately trained, and qualified. 17 3 0| 0 1
Examiner findings and concerns are clearly

14| communicated at exit meetings. 15 7 0| 0 1

15| Examiner conclusions are well-supported. 1 11 0 0 1
Examiner recommendations are clear and reasonable

16| the circumstances. 11 11 0] 0 1

17| Examination time frames are reasonable. 14 7 1 0 1
Reports of examination are consistent with findings

18| discussed at exit meetings. 15 7 0] 0 1

19| Reports of examination are received timely. 7 7 5 3 1

Supervisory action and correspondence is consistent with
examination findings.

Examination and Supervision Totals| 225 | 126 8 8 89
Examination and Supervision Results|49.3%|27.6%(1.8%| 1.8%|19.5%

20 12 10 0 0 1

N/A or No
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Disagree
Strongly
Disagree

Overall satisfaction with specified services

Agree
Agree

Questions — Corporate Activities

Correspondence with the Department regarding routine
21 : . . 14 8 0 1 1
business matters is handled promptly and effectively.
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Responses to my questions or requests for interpretation
22| (written or verbal) of applicable statutes and regulations 13 8 0 1 2
are timely and can be relied upon to be accurate.

23 g/leyr Scé:\rllls, e-mails, or letters are routed to the appropriate 14 7 0 1 2

If you have filed an application or requested supervisory
24| approval for matters subject to regulatory discretion,
answer the following:

a. The staff was accessible and provided helpful 5 3 1 0 15
assistance in complying with requirements.

b. Responses to my inquiries were timely, appropriate, 6 2 0 1 15
and helpful.

c. The process was efficient and professional. 5 3 0 1 15
d. Requests for additional information are reasonable 6 2 1 0 15

and appropriate.

Corporate Activities Totals | g3 33 2 5 65

Corporate Activities Results |37.5%|19.6%(1.2%| 3.0% | 38.7%

Analysis of the Savings Institution (Thrift) Industry Survey

The aggregated results for 2024-2025 show consistently strong satisfaction across
agency services, examination processes, and corporate activities. For general customer
service areas, such as facilities, staff interactions, communications, website usability,
complaint handling, and timeliness of service, respondents most frequently selected “Very
Satisfied” or “Satisfied,” with relatively few neutral or negative responses. Overall agency
satisfaction remained high, with 70.3% “Very Satisfied” and “Satisfied” responses
compared to only 6.8% “Unsatisfied” and “Very Unsatisfied.” Examination and supervision
feedback was even more positive: large majorities “Strongly Agreed” or “Agreed” that
examiners were professional, well trained, clear in communication, and reasonable in
requests, though timeliness of examination reports showed a noticeable cluster of
disagreement. Corporate activities also received favorable ratings, with most respondents
affirming accurate, timely responses and effective routing of inquiries. Items related to
supervisory approvals (when applicable) were similarly positive, indicating that staff were
accessible, helpful, and professional. Overall, the combined results reflect a high level of
confidence and satisfaction with agency operations, with only a few isolated concerns,
primarily around the timeliness of examination reports, emerging across the two years.

The one consistent area of concern involved the timeliness of examination reports, where
several respondents selected “Disagree” or “Strongly Disagree,” and multiple open ended
comments referenced delays—specifically noting a 90day delay for one exam report and
expressing a desire for faster issuance after fieldwork concludes.
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Mortgage Industry

Surveys were sent to the customers of the Mortgage Examination and the Mortgage
Licensing sections. The results below represent the totals from all surveys conducted
between March 1, 2024, and February 28, 2026.

Mortgage Examination Survey

The mortgage examination survey population included regulated mortgage entities that
received a full-scope examination between March 1, 2024, and February 28, 2026, which
was a total of 783. The survey was received by 742 customers. Some did not receive the
survey because of inaccurate email addresses, while others opted out from receiving it.
The average response rate was 21.2%.

Mortgage Examination Survey: March 1, 2024 — February 28, 2026

Overall satisfaction with the agency
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Satisfied
Unsatisfied

Questions — Mortgage Examination

How satisfied are you with the agency’s facilities,
including your ability to access the agency, the 42 13 8 1 3 85
office location, signs, and cleanliness?

How satisfied are you with agency staff, including
employee courtesy, friendliness, and

2 | knowledgeability, and whether staff members 105 23 3 1 6 14
adequately Identify themselves to customers by
name, including the use of name plates or tags
for accountability?

How satisfied are you with agency
communications, including toll-free telephone
3 | access, the average time you spend on hold, call 99 31 6 0 6 10
transfers, access to a live person, letters,
electronic mail, and any applicable text
messaging or mobile applications?

How satisfied are you with the agency’s Internet
site, including the ease of use of the site, mobile
access to the site, information on the location of
the site and the agency, and information 61 45 23 | 6 9 8
accessible through the site such as a listing of
services and programs and whom to contact for
further Information or to complain?
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5 | How satisfied are you with the agency’s
complaint handling process, including whether it 42 17 11 0 5 77
is easy to file a complaint and whether
responses are timely?

6 | How satisfied are you with the agency’s ability to
timely serve you, including the amount of time 71 26 7 1 6 41
you wait for service in person?

7 How satisfied are you with any agency brochures
or other printed information, including the 53 31 11 1 4 52
accuracy of that information?

Please rate your overall satisfaction with the 89 39 14 2 6 2
agency.

Overall Totals | 562 | 225 | 83 | 12 | 45 | 289
Overall Results {46.2%(18.5%| 6.8% |1.0%| 3.7% |23.8%
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Strongly
Agree
Agree
Strongly
Disagree
N/A or No

Overall satisfaction with specified services

Questions — Field Examination of Loan Files

9 The examiner communicated clearly the scope and
goals of the examination. 123 | 26 | 2 0 1

10 The examiner conducted the examination in a
professional manner. 128 | 22 | 1 0 1

11 The examiner communicated effectively throughout the
examination process. 125 | 24 | 1 1 1

12| The examiner was knowledgeable and provided relevant
guidance. 123 | 28 0 0 1

The examination findings and conclusions were well-
13 : it moeti 107 | 39 | 3| 2 | 1
supported and clearly communicated at the exit meeting.

Examination Totals | 606 | 139 | 7 3 5
Examination Results [79.7%(18.3%|0.9%| 0.4% | 0.7%

Analysis of the Mortgage Examination Survey

The Mortgage Examination Survey results reflect exceptional performance across the
mortgage examination function. With nearly 98% of responses falling within the top two
satisfaction categories (“Strongly Agree” and “Agree”), the data demonstrates that:
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e Examiners are consistently professional and knowledgeable.
e Communication — both at the outset and throughout the exam — is a strength.

e Licensees and registrants generally view the examination process positively and
find it constructive.

Mortgage Licensing Survey

The mortgage licensing survey included all individuals and entities whose new license or
registration applications (MU1, MU3, and MU4) were approved by SML’s Mortgage
Licensing section between March 1, 2024, and February 28, 2026. The survey was sent
to 35,029 customers. Some did not receive the survey because of inaccurate email
addresses, while others opted out from receiving it. The average response rate was 3.7%.

Mortgage Licensing Survey: March 1, 2024 — February 28, 2026

Overall satisfaction with the agency
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Satisfied
Unsatisfied

Questions — Mortgage Licensing

How satisfied are you with the agency’s
facilities, including your ability to access the
agency, the office location, signs, and
cleanliness?

407 | 177 | 88 16 | 34 | 483

How satisfied are you with agency staff,
including employee courtesy, friendliness, and
knowledgeability, and whether staff members
adequately identify themselves to customers by
name, including the use of name plates or tags
for accountability?

532 | 227 95 28 | 44 | 279

How satisfied are you with agency
communications, including toll-free telephone
access, the average time you spend on hold,
call transfers, access to a live person, letters,
electronic mail, and any applicable text
messaging or mobile applications?

511 | 293 | 134 | 69 | 67 | 131

How satisfied are you with the agency’s Internet
site, including the ease of use of the site, mobile
access to the site, information on the location of
4 | the site and the agency, and information 477 | 354 | 146 | 75 | 64 89
accessible through the site such as a listing of
services and programs and whom to contact for
further Information or to complain?
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How satisfied are you with the agency’s
complaint handling process, including whether it
is easy to file a complaint and whether
responses are timely?

354 | 154 | 124 | 13 | 44 | 516

How satisfied are you with the agency’s ability to
timely serve you, including the amount of time

6 | you wait for service in person? 472 | 253 | 127 | 48 | 70 | 235

How satisfied are you with any agency
brochures or other printed information, including

7 | the accuracy of that information? 386 | 204 | 141 " 35 | 428

Please rate your overall satisfaction with the

agency. 546 | 372 | 129 | 67 | 57 34

Overall Totals | 3685 |2,034 | 984 | 327 | 415 | 2,195

Overall Results | 38 20/(91.19%|10.2%| 3.4% | 4.3% | 22.8%

No

Strongly
Agree
Agree
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Disagree

Strongly
N/A or

Overall satisfaction with specified services

Questions — Licensing Process

9 | Requests for information were clear and timely. 521 | 425 | 98 | 59 | 102
10 My license was issued in a reasonable period after
required information was submitted. 583 | 404 | 87 | 69 62

11| The process was efficient and professional. 567 | 434 | 90 65 49

License Processing Totals | 1 671|1,263| 275 | 193 | 213
License Processing Results [46.2%/34.9%|7.6%15.3%| 5.9%

Analysis of the Mortgage Licensing Survey

The Mortgage Licensing Survey shows strong and encouraging feedback from
customers, highlighting consistent satisfaction with the licensing process and the quality
of service provided.

Across key areas of communication, timeliness, and professionalism, respondents
expressed overwhelmingly positive experiences. Nearly 81% of all responses fell into the
“Strongly Agree” or “Agree” categories when evaluating the clarity of information provided,
the timeliness of license issuance, and the efficiency and professionalism of the process.
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These high satisfaction levels demonstrate that the licensing team is delivering a reliable,
customer-focused experience.

Consumer Responsiveness

Surveys were sent to complainants of the Consumer Responsiveness section monthly
throughout FY2025-2026. The results below represent the totals from all surveys
conducted between March 1, 2024, and February 28, 2026.

The population included all complainants with an email address whose complaints were
closed between March 1, 2024, and February 28, 2026, a total of 1,572. The survey was
received by 1,505 customers. Some did not receive the survey because of inaccurate
email addresses, while others opted out from receiving it.. The average response rate
was 20%.
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Unsatisfied
Unsatisfied

Overall satisfaction with the agency

Questions

How satisfied are you with the agency’s

4 | facilities, including your ability to access the
agency, the office location, signs, and 92 14 37 7 43 150
cleanliness?

How satisfied are you with agency staff,
including employee courtesy, friendliness, and
2 | knowledgeability, and whether staff members
adequately identify themselves to customers
by name, including the use of name plates or
tags for accountability?

95 32 30 19 60 66

How satisfied are you with agency
communications, including toll-free telephone
3 | access, the average time you spend on hold,
call transfers, access to a live person, letters, 104 41 35 32 60 30
electronic mail, and any applicable text
messaging or mobile applications?

How satisfied are you with the agency’s
Internet site, including the ease of use of the
site, mobile access to the site, information on
4 | the location of the site and the agency, and
information accessible through the site such
as a listing of services and programs and
whom to contact for further Information or to
complain?

103 | 75 59 15 39 11
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How satisfied are you with the agency’s

5 | complaint handling process, including whether
it is easy to file a complaint and whether
responses are timely?

105 | 48 30 37 74 0

How satisfied are you with the agency’s ability
to timely serve you, including the amount of

6 | time you wait for service in person? 100 40 46 23 52 41

How satisfied are you with any agency
brochures or other printed information,

7 | including the accuracy of that information? 50 23 o4 " 24 143

g | Please rate your overall satisfaction with the

agency.
105 29 33 44 88 3

Overall Totals | 714 | 302 | 324 | 188 | 440 | 444
Overall Results |29 6%(12.6%|13.4%|7.8%|18.2%|18.4%

| 49
& O
< >
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9 ©
Z W

Overall satisfaction with specified services

Difficult nor
Difficult
Very
Difficult

Questions — Consumer Complaints

9 | How easy was the complaint process? 103 82 67 19 30

Consumer Complaints Results 34.2%|27.3% 22.3% 6.3% | 9.9%

Analysis of the Consumer Complaints Survey Results

Customers reported strong positive experiences in key areas such as complaint handling,
staff courtesy and knowledge, and overall satisfaction. A majority of customers who rated
the complaint handling process (approximately 58%) indicated they were satisfied or very
satisfied. More than 61% of customers found the complaint process easy to use. The
results indicate that the agency excels in providing professional, courteous service and
delivering a complaint process that works well for most users.
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Customer Service Performance Measures

Outcome Measures

o Percentage of Surveyed Customer Respondents Expressing

customer groups identified for each SML program.

Overall Satisfaction with Services Received®. 71.4%
Output Measures
e Total Customers Surveyed: The number of customers who
. . , . 34,931
receive access to surveys regarding SML'’s services.
o Response Rate: The percentage of total customers surveyed who 4.8%
completed the survey. '
o Total Customers Served: Total number of customers receiving
. , 37,413
services through SML'’s programs.
Efficiency Measures
o Cost per Customer Surveyed: Total costs for SML to administer
customer surveys divided by the total number of customers $0
surveyed**.
Explanatory Measures
e Total Customers Identified: The total population of customers in 37 413
all unique customer groups™**. ’
e Total Customer Groups Inventoried: The total number of unique 4

*Calculated as the total number of survey respondents indicating that they are satisfied or very
satisfied with the agency, divided by the total number of agency survey respondents.
**No identifiable costs were incurred to administer the surveys.

***The potential customer base is very broad. Only direct recipients of SML’s services were included.
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