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November 2024 

Frequently Asked Questions 

What is IMHere?  

IMHere is a state-of-the-art ticket system and client service portal. The portal enables us to respond and interact 

with you regarding the tickets you submit and track the interactions as your questions/issues move toward 

resolution. 

How do I request access? 

To request access to our system (MDC, DDC or IMHere), please contact your company’s OKTA administrator or 

email governingdocs@bnymellon.com. 

How do I create a ticket on IMHere? 

The two preferred methods are:  

1.   If you have access to the IMHere icon through the OKTA portal, tickets can be created directly on the 

platform. Please refer to the “IMHere Help Document.”  

2.   If you don’t have access to IMHere, please email support@documentcustodian.com.  

IMHere tickets can also be generated by:  

3.   Emailing:  

• bnymellon_fnma_inquiries@documentcustodian.com (for Fannie Mae certification questions/issues or 

Clearing Documents)  

• bnymellon_fhmc_inquiries@documentcustodian.com (for Freddie Mac certification questions/issues or 

Clearing Documents)  

• release_pending@documentcustodian.com (to submit release/copy request)  

• servicing_transfer@documentcustodian.com (to submit servicing transfer request)  

4.   Calling:  

mailto:governingdocs@bnymellon.com
https://assets-usa.mkt.dynamics.com/4ea91edf-94e8-4dbe-b8e0-1ebcf4ba887d/digitalassets/docs/d571a38a-4da7-ef11-8a69-6045bddba74b?ts=638677104980000000
mailto:support@documentcustodian.com
mailto:bnymellon_fnma_inquiries@documentcustodian.com
mailto:bnymellon_fhmc_inquiries@documentcustodian.com
mailto:release_pending@documentcustodian.com
mailto:servicing_transfer@documentcustodian.com
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• Fannie Mae: 1-800-677-2669  

• Freddie Mac: 1-800-211-2677  

• All Other: 1-866-735-5851 

Once a ticket is created, you will receive an email with the ticket number, which can be used to follow -up.  

Note: Please do not copy multiple mailboxes or generate tickets with multiple methods as doing so will create 

multiple tickets for the same issue. 

What is the best file format to provide?  

Providing information in an excel file is the most helpful format. Print screens, PDFs or JPEGs can delay the 

research process. 

How do I follow-up on an existing ticket? 

There are two ways to follow-up:  

1. If you have access to the IMHere ticketing application, enter a follow-up comment/question in the 

description field of the existing ticket.   

2. Reply to the email you received from support@documentcustodian.com. Please do not change the subject 

line. If the subject line is changed, the system will create a duplicate ticket for the same issue.  

I already have a ticket. How do I inquire about a new item?  

When inquiring about a new item, please create a new ticket in the IMHere portal or send a new email to 

support@documentcustodian.com. Please do not use an existing ticket to add a new issue.  

Please do not reply to a former Zendesk Ticket email. 

How do I escalate a ticket? 

Call the relevant contact number below and ask the Client Service Representative to mark the ticket as 

“Priority.” You can also reach out to your Client Service Manager or Relationship Manager.  

• Fannie Mae: 1-800-677-2669  

• Freddie Mac: 1-800-211-2677  

• All Other: 1-866-735-5851 

Can we run reports on open tickets in IMHere? 

IMHere does not currently produce reports. Within the portal, you can:  

• View all of your tickets and tickets you have been cc’d on;  

• Filter your tickets by Any, Open, Awaiting your Reply and Solved;  

mailto:support@documentcustodian.com
mailto:support@documentcustodian.com
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• And search your tickets. 

Can we see tickets submitted by co-workers? 

You can only see tickets you created. 

Can we add co-workers to our tickets?  

In IMHere, you can add a watcher to your ticket, which will allow the watcher to receive all email 

communications on the ticket.  

How do I cancel a ticket that was opened in error or no longer needed?  

• Preferred method: In IMHere you cannot cancel a ticket. You will need to respond to the email that you 

received with your ticket number and ask to have the ticket canceled. 

• If you can’t locate that email, please send an email to support@documentcustodian.com with details on the 

original request being canceled. 

Will IMHere replace the need for users to research or run reports on MDC/DDC?  

No. IMHere provides the ability to open tickets on issues/questions in the following categories:  

• Cert Resolution—Questions on agency certifications  

• Reinstatements—Questions about loans that have been shipped back to BNY but not reinstated  

• Release and Copy Inquiries—Questions about your pending release/copy request  

• Document Recovery—Recovery of documents that were shipped in error to BNY  

• Trailing Documents—Questions around trailing document processing  

• Servicing Transfer—Questions for new or pending servicing transfers  

• Pending Release—Submission of release/copy requests  

Should I send release requests via IMHere? 

The preferred method is to send release requests is via MDC/DDC. If you do not have access, then you can 

submit a release request via IMHere. 

How do I submit clearing documents for agency certification? 

If a copy of the document is acceptable:  

• If you have access to the IMHere application, go to the existing ticket and attach the document.  

• If you do not have access to IMHere, reply to the email you received and attach the document.  

mailto:support@documentcustodian.com
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If an original is required:  

• Ship it to the address below: 

o ATTN:  Resolution Team (FNMA/Freddie) Clearing Docs  
2322 French Settlement Road, Suite 100  
Dallas, TX 75212 

Who can I contact with IMHere questions?  

• Jimmy Watterson: jimmy.watterson@documentcustodian.com  

• Training Mailbox: operations_training@documentcustodian.com 

Is there training for IMHere? 

Training for IMHere takes place every Tuesday and Wednesday. Please refer to the monthly training schedule 

for the exact training information. 

To locate the training schedule, you will need to log into DDC PROD or MDC PROD. 

The training schedule is updated monthly. Follow the instructions below once logged in:  

• Navigate to the “HELP” tab and Training Schedule. 

• Click on Training Schedule where you will see the information shown below.  
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(Zweigniederlassung registered in Germany with Registration No. HRB 12731). It is under the supervision of the German Central Bank and the Federal Financial Supervisory Authority (Bundesanstalt für 
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BNY Mellon Wealth Management conducts business through various operating subsidiaries of The Bank of New York Mellon Corporation. 

Pershing is the umbrella name for Pershing LLC (member FINRA, SIPC and NYSE), Pershing Advisor Solutions (member FINRA and SIPC), Pershing Holdings (UK) Limited, Pershing Limited (UK), Pershing Securities 
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Disclosures in relation to certain other BNY group entities can be accessed at the following website: http://disclaimer.bnymellon.com/eu.html. 

This material is intended for wholesale/professional clients (or the equivalent only), and is not intended for use by retail clients and no other person should act upon it. Persons who do not have professional 
experience in matters relating to investments should not rely on this material. BNY will only provide the relevant investment services, and this material is only being distributed, to investment professionals.  

Not all products and services are offered in all countries.  

If distributed in the UK, this material is a financial promotion. If distributed in the EU, this material is a marketing communication. 

This material, which may be considered advertising, (but shall not be considered advertising under the laws and regulations of Singapore), is for general information purposes only and is not intended to provide 
legal, tax, accounting, investment, financial or other professional counsel or advice on any matter. This material does not constitute a recommendation or advice by BNY of any kind. Use of our products and 
services is subject to various regulations and regulatory oversight. You should discuss this material with appropriate advisors in the context of your circumstances before acting in any manner on this material or 
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Any references to dollars are to US dollars unless specified otherwise. 

Dreyfus Government Cash Management: Investors should consider the investment objectives, risks, charges, and expenses of a money market fund carefully before investing. To obtain a prospectus, or summary 
prospectus, if available, that contains this and other information about the fund visit www.dreyfus.com. Investors should read the prospectus carefully before investing. 

Government/Treasury Money Market Funds: You could lose money by investing in a money market fund. Although the fund seeks to preserve the value of your investment at $1.00 per share, it cannot guarantee 
it will do so. An investment in the fund is not insured or guaranteed by the Federal Deposit Insurance Corporation or any other government agency. The fund's sponsor has no legal obligation to provide financial 
support to the fund, and you should not expect that the sponsor will provide financial support to the fund at any time. 

The fund’s investment adviser is BNY Mellon Investment Adviser, Inc. (BNYM Investment Adviser). BNYM Investment Adviser has engaged it’s affiliate, Dreyfus, a division of Mellon Investments Corporation (MIC), 
a registered investment adviser, to serve as the fund’s sub-adviser. BNY Mellon Securities Corporation (BNYMSC), a registered broker deal, is the distributor. All are affiliates of The Bank of New York Mellon 
Corporation. 

This material may not be reproduced or disseminated in any form without the prior written permission of BNY. Trademarks, logos and other intellectual property marks belong to their respective owners.  

The Bank of New York Mellon, member of the Federal Deposit Insurance Corporation (FDIC). Please note that many products and affiliates of The Bank of New York Mellon are NOT covered by FDIC insurance. 

Trademarks and logos belong to their respective owners.  

Please click here for additional information regarding disclaimers and disclosures. 
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