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Customer Service Department of the Year

I

DS, Inc. is honored to be named the
winner of a Bronze Stevie® Award in
the Customer Service Department of the
Year category in The 19th Annual American
Business Awards®. Multi-industry and
nation-wide, competition is fierce and we
are ecstatic to be recognized by the judges.
“Knowledgeable, efficient client support
has always been a top priority at IDS,”
said Vice President and General Manager
Mark Mackey. “It is a delight to see all
the hard work our department has put in
acknowledged and honored by such a wellestablished awards program—they have
earned it.”
In 2020, IDS received a 99% customer
satisfaction rating, much higher than
Software Industry Benchmarks at 96%. In
addition, IDS first reply times were almost
3 hours faster than the industry average.
Averages are provided by the Help Center
powered by Zendesk.

IDS was acknowledged by judges of the
award for overall customer satisfaction and
excellence handling the increase in tickets
associated with increased refinancing and
lending. The Client Support Department
has maintained this consistent, high-quality
customer service despite the shift to work
from home and the increased workload.
“Our customer service team is highly
trained and has expertise in many areas.
They have really shown the breadth of their
skill in this past year,” said Director of
Operations David Clement. “Our team can
customize software, add client branding,
assist with document orders, adjust and
create custom documents, manage wizards,
and much more.”

Learn more about the Stevie Awards here,
or read the official IDS press release.

IDS QM-Capable,
Lenders Begin
Testing New Audit

T

he revised QM Rule has been a source
of high interest in the mortgage industry
since its introduction. With the deadline
looming, IDS has continued to test, update,
and prepare for the change.
Although the federal required use-date for
the QM Rule is October 2022, Fannie Mae
and Freddie Mac are requiring compliance
with the new rule for loans with application
dates on or after July 1, 2021. This means
that lenders with investors who want GSE
compliant loans will need to begin working
with the new rule by July.
In response, IDS has added a new settings
option that allows lenders to control the
date the new QM APOR test will activate.
By default, the audit will run on all loans

with application dates of July 1, 2021 or
later to ensure compliance with the revised
QM Rule. Lenders can change this to start
before or after the GSE deadline.
“We wanted to ensure that we would be
ready so our clients can test the new audit
and adjust the settings well before the
required date,” said Vice President and
General Manager Mark Mackey. “With the
new audit already available through IDS
settings, clients can effectively prepare
well in advance.”
In addition, lenders can customize the audit
to determine when it will run, the severity
of the audit based on a number of different
data points, and rounding, just as with the
previous QM APR audit.
“idsDoc is well-known for its built-in
customization and compliance capabilities,”
said Compliance Officer Rulon Doman. “We
continue to support our clients’ unique
goals and needs by providing compliance
audits that can be refined by our users.”

L

ike many in the mortgage industry,
IDS withdrew from attending live
conferences and trade shows during the
COVID pandemic. Now, as restrictions
lighten and more and more individuals are
vaccinated, the IDS team is ready to start
traveling again.
While there are those in the mortgage
industry who have questioned whether
trade shows and conferences will ever
have the same impact, the opportunity they
provide to connect with clients and partners
in person has been sorely missed.

“I am looking forward to it,” said Matthew
Mackey, Director of Sales and Marketing.
“While taking a break from traveling
has had its benefits, I can’t wait to start
catching up on all the latest with other
industry thinkers and friends.”
Key conferences the IDS team intends
to attend this year include the annual
Mortgage Bankers Association Convention
and Expo in San Diego and the ACUMA
Annual conference in DC.

IDS to Begin Attending Live Conferences
August
8-11 L1 Summit
17-19 MBA Great River Conference
29-31 TMBA 105th Annual Convention
September
12-15 ACUMA Annual Conference
October
17-20 MBA Annual Convention and Expo

Stay updated with all things IDS:

Return Service Requested

11629 S 700 E Suite 200
Draper, Utah 84020

