Your eSign Troubleshooting Guide

Issue 1 Icannot see “Go” boxes or "Signing Status" boxes.
Action: Click on the maximize screen icon in upper right-hand corner.
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Issue 2 eSign documents are loading very slowly.
Reason: This may be an issue with your network and how you are locally connecting.

Action: To check Internet speed connections, visit
http://reviews.cnet.com/7004-7254 7-0.html, type your zip code and click 'go'.

Issue 3 Receiving security alert.
Action: Check the “In the future, do not show this warning” box.
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Issue 4 Pop-up blockers can cause functionality issues.
Action: Disable all pop-up blockers while working with eSign docs.
v Internet Explorer pop-up blocker is located under tools.

v Other pop-up blockers such as Yahoo, Google or other programs will also
need to be disabled. For pop-up blockers other than Internet Explorer,
request assistance from your technical staff.
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Issue 5 Unable to see "I Consent" button. (See Issue 6 also.)
Reason: Adobe Reader 6, 7, 8 or 9 is not being used. Download Adobe Reader 6, 7, 8 or 9.
Action: Request assistance from your technical staff or through Adobe site support.

Electronic Consent

WITHDRAWING CONSENT FOR THE E-NOTE

You have the right to withdraws your consent to entering into the E-MNote or any
other E-Document at any time before you electronically sign the E-MNote, Once you
electronically sign the E-Mote, you cannot withdraws your consent to the E-MNote ar
any other E-Document.

<«—— Will be missing
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Issue 6 The "l Consent" button is grayed out/disabled.
Reason: Your current profile selected is unable to close an eSign loan. You
may currently be logged in as a Client (C/B) Manager or Processor. Only Closing Agents
and Third Party Notaries can close loans.
Action: No further action is needed. Only Closing Agents and Notaries are allowed to close loans.

WITHDRAWING CONSENT FOR THE E-NOTE

You hawve the right to withdraw your consent to entering into the E-MNote or any
other E-Document at any time before you electronically sign the E-MNote, Once you
electronically sign the E-Mote, you cannot withdraws wour consent to the E-Mote or
any other E-Document.

<«—— Will be grayed out

Suzi Builder

Issue 7 "The requested loan cannot be located."
Reason: This only occurs when a loan was not assigned to a Closing Agent or when an
incorrect Closing Agent ID # is used to gain access to a loan.

Action: Go to Choose Profile to select the correct profile. If unable to gain access, contact
the Client (C/B) to ensure the loan was assigned correctly.
Microsoft Internet Explorer |

assiszance, conktack the Martgage Conktact Center ak 888-321-6446 - Reference ID:

& The tequested loan cannct be located. Please re-enter the loan nunber. For
53394703
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Issue 8 Password is not working or not able to login. (See Issue 9 also)
Reason(s): v Passwords are reset and disabled automatically every 90 days when not used regularly

v Using incorrect email (user id) or login.
Action: Click "Forgot Password" on Gemstone Login screen. Complete password reset.

If you are unable to troubleshoot the problem or have additional
guestions contact the Mortgage Consulting Center at 888.321.6446.
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Issue 9 Currently | am only able to view the "Manage Accounts" page on Gemstone.

Reason: Closing Agent only has Gemstone Administration Group access level
set-up in their User Profile.
Action: v Create a Stand Alone Closing Agent Profile. Start by Clicking on 'Choose Profile'.

v If the user only has the Gemstone Administrator Group access level, 'Manage Login
Accounts' will be displayed. Select 'Edit Profile' and add '‘Gemstone Stand Alone Closing

Agent Group' access level.
v If the user has both the Administrator and Gemstone Stand Alone Closing Agent

Group access, select 'Gemstone Stand Alone Closing Agent Group'.
| Manac

‘Chnose Profile
Change rassword
Logout

Issue 10 |am unable to view my eSign Closing Documents.

Action: Double-check docs were submitted as eSign and that the loan is registered as
table-funded.
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Issue 11 Ireceived a "Non-Authoritative copy" of the Closing Documents package.
What should | do?
Reason: When Documents were requested, the Borrower email box was checked.
Action: Ask the Client "Correspondent/Broker" to uncheck the email box and redraw the
documents in order to provide you with and Authoritative copy of the closing documents.

Request Closing Docs Module
Problem: Both email addresses are checked

Check box to email recipient{s) a link to the doc package for this loan

Horrowwer Email Email #1

JohnHomeowner@Homeowner .com

Qrrovever Email Email #2

JDDEClDSEr@C:DSEr.CDm

Borrower Email Email #3

]

To correct the problem: uncheck the closers email

Check box to email recipient{s) a link to the doc package for this loan

Borrowwer Email Email #1

[+ JohnHomeownergHomeowner .com

Barroweer Email Email #2

JDDEClDSEr@C:DSEr.CDm

Borrower Email Email #3

]
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Issue 12 The name affirmation was signed and the submit button was clicked.
Now a change needs to be made to the eSign documents.
Reason: The eMers Registry may need to be reset.
Action: Contact the Mortgage Consulting Center at 888.321.6446.
The Mortgage Consulting Center will advise you of the necessary steps
to complete your transaction.

Name Affirmation
I, |J|:|e Clozer the Closing Agert processing this eSign transamD
it that | have verified barroweer IDz and each borrower has perzonall zigned these documents.

General Reminders

eSign Eligible Loans
v Table-Funded v Conforming Fixed

v Porfolio ARMs v Conforming Standard ARM

This includes: Interest-Only, Flex products and all loan amounts.

Exceptions
Any loan with an addendum to the Note (i.e. Power of Attorney or Title Held in Trust).

Stand Alone Closing Agent

A “Stand Alone Closing Agent” is the closing agent outside of the Client (C/B)’'s company
that is closing the loan with eSign.
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