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Introduction
One of the top three reasons many customers make a large purchase in specialty is due to the financing options
available to them. By offering customers financing options, we are helping them SOLVE his/her financing concerns. If
the customer needs a longer time to pay, The Home Depot Project Loan is the perfect tool!
The Home Depot Project loan is an excellent tool to allow customers:
 To allow the customers to make the purchase over a 6 month purchasing window
 To enjoy fixed monthly payments with the flexibility to pay off anytime
 To not pay a prepayment penalty, and
 To have access to a credit line up to $40,000
The Home Depot Project Loan is serviced by Home Depot Loan Services and can be reached directly by calling
either:



#963 or
877-476-3860 (associate and customer use)

The Project Loan is only available to residents of the 50 continental U.S. stores. Stores in Puerto Rico, Guam,
U.S.V.I., Canada, China and Mexico are excluded from Project Loan.
Please do not contact your Citi Store Credit Manager or Home Depot Credit Services regarding Project Loan

High-Level Process

Customer is
introduced to THD
Project Loan as a
financing option

Associate obtains
customer ID and
hands him/her
Application Brochure

Associate enters
application
information into
CSC>Project Loan

Customer receives
Temporary
Shopping Pass

Customer calls to
activate account

Customer is
able to begin
spending with
no min first
purchase

*Prior to the customer receiving their permanent loan purchasing card, the customer can use their Temporary Shopping Pass at the Front End registers
ONLY and MUST call to activate their account by calling 877-476-3860 or have an associate dial #963 from the store

6 Month Purchasing Window Defined
Project Loan offers a 6 month purchasing window to make purchases while only making interest-only payments. The
purchasing window begins once the loan has been approved. The credit limit is only available during the first 6
months of the loan. After 6 months, the purchasing window becomes inactive. If the customer spends less than their
credit limit assigned at loan approval, the customer will only be responsible for the amount they spent during the 6
month purchasing window.

_____________________________________________________________________________________________________________________
2
Rev. 8 (7/15/13)

The Home Depot Project Loan Reference Guide
U.S. Store Associates

Features and Benefits of The Home Depot Project Loan


Fixed 7.99% Annual Percentage Rate (APR)



6 months to make all project purchases (“purchasing window”)



84 fixed monthly payments with flexibility to pay off anytime



Interest only payments for the first 6 months (purchasing window begins at time of loan approval)



No prepayment penalty



Credit lines up to $40,000



Perfect for large projects and if the customer needs a longer term financing option



Unsecured loan, NO collateral required



Quick, easy apply and buy Application process (no paperwork needed at time of application – personal ID
required only)



Personalized card sent to home within 7 – 10 days of loan approval (replaces Temporary Shopping Pass)



No closing costs and no down payment necessary



No annual or application fees
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Comparisons between the Project Loan and the Consumer Credit Card (Features & Benefits)
The Home Depot Project Loan

The Home Depot Consumer Credit Card

6 Month
Interest-Only Purchasing Window
84 months with ability to pay off at anytime

6 Months Special Deferred Financing Everyday

Financing Type

Unique Feature
Term Repayment

(occasional extended deferred offerings)

Revolving

(no minimum transaction amount required)

Prepayment
Penalty

None

None

Payments

Equal Pay Over 84 months

1% of New Balance + Applicable Interest/Fees

APR

7.99% fixed over the life of the loan

17.99%, 21.99%, 25.99% or 26.99%

Purchasing
Window

6 months

Open Indefinitely

Credit Line

Needs longer term financing

Varied lines to accommodate all types of
purchases

Available in store

Available in store

In-Store
Payments

Not available

Available

Associate Phone
Number

#963 OR 877-476-3860

#897

Customer Phone
Number

877-476-3860

1-800-677-0232

Account Lookup
(for card not present
transactions)

Payment
Estimator
Example

Rule of Thumb: For every $1,000 spent on their project,
the customer will pay less than. $20/month

Ultimately, it is up to the customer to make the best decision for them on what financing product works for them
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Qualifying and Positioning Project Loan into the FIRST Sales Process
As you recall from FIRST for Selling, great customer service is more than just being friendly and engaging. It
involves assisting the customer in finding the right product by Landing the Value Statement, Qualifying the
Customer for the right product, being polite and professional and assisting the customer by providing them
Solutions for their Problems, including their financing needs.
The Home Depot Project Loan is a great way to put customers’ FIRST by offering the customer with another
financing option to help them build their dreams and for The Home Depot to close sales and quotes. It is also an
excellent way to help SOLVE customer’s financing needs. Customers will be able to turn their dream projects into
reality through affordable, fixed monthly payments. As with everything we do, when selling Project Loan, put
customers FIRST.

Find the customer; Find the product
Land the Value Statement
Inquire by asking key qualifying questions
Qualifying Questions by Category
Respect: be polite, professional, and positive
Solve the customers’ problem
Show the Best Solution

The best way to “Qualify Customers” is to
understand what their financing needs are and
how you can provide them with the best THD
Financing Solution possible.

Determine if the customer can pay the
purchase off in the promotional period. If they
can, then offer them THD credit. If they need
longer time to pay off the purchase, offer the
customer The Home Depot Project Loan.

Thank the customer

PROJECT LOAN TIP:
With Project Loan, every $1000 spent on their project, the customer will pay less than $20/month
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Conversation Starters:
“Do you plan to pay off your purchase within the credit
promotional period (i.e., 6/12/18/24) months?”

“Most customers choose to utilize our Project Loan
or THD Consumer Credit Card to finance projects
of this size. The key advantages of them both
are…”
OR
“Given the size of your project, this would translate
in $xx per month, for well qualified buyers”

Overcoming Objections for The Home Depot Project Loan
Objection

Translation Value

“I really like all of the new ideas to
upgrade our kitchen, but it is really
beyond our budget.”

The customer does not feel
like they can afford to
upgrade their purchase.

“Your interest rates are too high.”

The customer hears and sees
a lot about high interest rates.

“I don’t want to have another
payment that is going to take me
84 months (7 years) to pay off.”

The customer feels that the
timeframe to pay back the
loan is too long.

“I don’t have time to apply.”

“I prefer to use another credit
card for my purchases that either:
offers points or I would like to use
my Home Depot Consumer Credit
Card to take advantage of the
deferred interest or promotional
discounts.”

The customer is truly in a
hurry, not interested right now
or does not see the need for
another line of credit.
The customer may be trying
to earn points for a specific
prize or gift/promotions with
other credit provider.

Value Added Responses
“Many customers take advantage of our deferred
financing options for purchases of this size. The
Home Depot Project Loan offers a low 7.99%
Annual Percentage Rate and affordable, fixed
monthly payments that are spread evenly over 84
months. Which is only $xx per month (use payment
estimator). Additionally, our Home Depot
Consumer Credit Card offers deferred interest
(minimum payments) for 6 months and no annual
fee.”
“I understand your concerns. If you look at the rates
of our loan compared to credit cards or even other
types of loans, our fixed 7.99% APR loan is very
competitive. As a reminder, you only have to make
interest only payments during the 6 month
purchasing window.”
“With The Home Depot Project Loan we offer NO
annual fee and you have the ability to pay off the
loan at any time with no prepayment penalty.”
“The time it takes to apply is very quick. We can
process the application all within 10 minutes. All
you need is your government issued ID. Are you
interested in taking the 10 minutes investment to
get that kitchen you have been dreaming about?”
“I understand and I am happy that I can help you
with your project today. Please let me know if there
is anything else that I can help you with to help
solve your financing needs.”
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How to Process The Home Depot Project Loan Application
Step

1

Action
Hand the customer The Home Depot Project Loan Application Brochure

2

Log into myApron

3

Click on Credit Services Center from My Workbench>Quick Links>Credit Services Center and Log into
Credit Services Center or from your desktop

_____________________________________________________________________________________________________________________
7
Rev. 8 (7/15/13)

The Home Depot Project Loan Reference Guide
U.S. Store Associates

4

Click on Project Loan > New Application

5

You will be redirected to the Home Depot Project Loan Application website to enter the application
information directly into the application database for processing and decisioning
Click on New Application

Note: This reference guide can be accessed either from myApron>myWorkbench>Hot Topics>myCredit
Toolbox>Project Loan Program Information or by pressing on The Home Depot Training Manual button
above
_____________________________________________________________________________________________________________________
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6

Enter four digit Store Number and Click on Submit

If the entry was successful, the following screen will appear. Click on Submit

If the entry was unsuccessful, the following screen will appear. Re-enter the Store Number and Click on
Submit

NOTE: If assistance is still need, please contact Home Depot Loan Services by dialing #963
_____________________________________________________________________________________________________________________
9
Rev. 8 (7/15/13)

The Home Depot Project Loan Reference Guide
U.S. Store Associates

7

Enter the customer’s information from the completed Application (or) from the information provided to you by
the customer into the screen (as shown below)
Note: Use the Next and Previous buttons at the bottom of each screen to navigate from page to page and
the tab button to maneuver from field to field.
Special Note:

The Reference Number is not a required field

Applicants must include physical address (no
PO Box numbers are allowed)

Special Note:
If Applicant is retired, enter:

Retired in the Employer field

0 in the Years on the Job field

Applicants Home Phone Number
If Applicant is unemployed, enter:

Unemployed in the Employer field

0 in the Years on the Job field

Applicants Home Phone Number

Note: All fields marked with an asterisk indicate a required field by the applicant (First Name, Last Name,
Date of Birth, Social Security Number, Phone Number, Street Address, City, State, Zip, Employer, Years on
Job, Applicants Gross Income)
Comment on “Applicant’s Gross Monthly Income”: this could include additional income from alimony,
child support, investment income, social security, etc.

7A

Special Note for Wisconsin Residents: Married Wisconsin residents should combine Applicant and CoApplicants information once.
(OPTIONAL: It will always default to No Co-Applicant)
Enter the Co-Applicant information (if applicable) as indicated on the customer’s Application into the screen
(as shown below)

Special Note:
If Applicant is retired, enter:

Retired in the Employer field

0 in the Years on the Job field

Applicants Home Phone Number
If Applicant is unemployed, enter:

Unemployed in the Employer
field

0 in the Years on the Job field

Applicants Home Phone Number

Note: All fields marked with an asterisk indicate a required field by the applicant (First Name, Last Name,
Date of Birth, Social Security Number, Phone Number, Street Address, City, State, Zip, Employer, Years on
Job). The Co-Applicants Income will be gathered in the Income section in another section of the Application.
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Collect Customers Valid US or Government Issued Photo ID (according to SOP FE 04 - 10). Complete the
Associate Section information. Click on Next.

Ensure slash is used
between MM/YYYY

Fields NOT required to
be entered by In Store
Associates

Applicant/Co-Applicant Sections
Name on ID = Customers First Name and Last Name
Type of ID = Choose either Driver’s License, State Issued ID or Military ID
Expiration Date = Date ID Expires (month and full year, including slash)
Sales Consultant/Associate Section
Name = Associate Name
myapron ID = LDAP ID
Email Address = N/A
Phone # = N/A
Vendor Identifier
Provider Number = N/A
Store Number = 4 Digit Store Number
Branch = N/A
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9

Verify that the customer information was entered correctly by reviewing the following screen with the
customer or with the information that the customer provided. Verify the Co-Applicant information (if
applicable).

NOTE: If any of the Application information does not match the customer’s information and the CoApplicant’s information, return to the previous screen and correct the information by Clicking on the Previous
button and repeat step 7.
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10

11

Select Store Associate from the pull down menu and then Select “ I Agree” in the radio button section. Click
on Submit Application

Note: By clicking Submit Application, it indicates that you are providing The Home Depot Project Loan
Application and Documents to the customer
The screen below will be shown as it is rendering a decision

The system will respond with a decision screen to indicate that the Application was either Approved, Unable
to Decision or Pending
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12A

12B

Unable to Decision: If more information is needed to make a decision on the Application, the system will
prompt the associate with the following message:

Notify the customer that their Application was Unable to Decision at this time. The customer will receive a
letter in the mail within 7 – 10 days. Explain to the customer that there will be a phone number on the letter
printed that they can refer to in regards to any questions that they may have. Click on Close Window.
Pending: If more information is needed to make a decision on the Application, the system will prompt you
with the following message:

Notify the customer that more information is needed to approve their Application. Call Home Depot Loan
Services to assist the customer at #963 or 877-476-3860 (not Citi) with their Application and resolve their
issue with the customer service representative. Once the issue has been resolved, return to step 7 and
complete the Application process with the customer.
_____________________________________________________________________________________________________________________
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12C

Approved: Inform the customer that they have been approved for The Home Depot
Project Loan. The following web page will appear (see Appendix for the full Loan Package).

7.99%





As a reminder, changing
this section will adjust
the loan amount – ensure
your customer agrees
with the loan amount
they chose to accept

Payment Terms will be quoted for the maximum amount for which the Customer is approved. In the
event that the Customer spends less than this amount, their payment will be modified at the end of the
purchasing window.
If the customer would like to modify the Loan Amount, the number in the “New Loan Amount” box can be
edited. Enter a different Loan Amount (not to exceed the Credit Limit approved for), then Click
Recalculate Payment. The new Payment Terms based on the New Loan Amount will be displayed.
When the customer is satisfied with the Loan Amount and the Payment Terms, Click on Next.

TIP: If the customer spends approximately $5,000 on their loan, their monthly payments will
approximately be $100 per month or if they spend approximately $1,000 on their loan, their monthly
payments will be less than $20 per month.
REMINDER: The customer will only be responsible to repay the amount of the loan that they spent of
their credit limit given at time of approval.
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The following screen will appear to allow the Loan Package to be printed/emailed
To print the Loan Package:
 Click “View/Print” or Click the Printer Icon
from your Toolbar.
To email the Loan Package to the customer:
 Click “Email” (the Loan Package will be sent to the email address in the box to the right of the
“Email” button).
o
o

If the customer included their email address in their Application information, it will appear in this box
If the customer did not include an email address in their Application information, the email address may be entered

7.99%

An Adobe PDF window will appear. Click Open. The following screen will appear

The Loan Agreement Confirmation Page Screen will appear below.
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The Loan Package will appear (the first page is the Temporary Shopping Pass)

Retrieve the printed Loan Package from the printer

14

15
16

NOTE: all purchases made with the Temporary Shopping Pass must be made at Front End registers
(including Special Services desk registers) and the customer MUST call to activate their account by
calling 877-476-3860 or have an associate dial #963 from the store.
Hand The Home Depot Project Loan Package to the customer
Explain to the customer:
 That the first page of their Loan Package is their Temporary Shopping Pass that can be used to make
purchases before their permanent loan purchasing card arrives within 7 – 10 days
 All purchases made with the Temporary Shopping Pass must be made at Front End registers (including
Special Services desk registers)
 The 6 month interest-only purchasing window will begin today
 Once their loan purchasing card arrives, the customer can make purchases only at The Home Depot (in
U.S. stores, thd.com, Home Decorators Collection and Home Services)
Customer MUST call to activate their account by calling 877-476-3860 or have an associate dial #963 from
the store
Thank the customer for being a loyal Home Depot Customer
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How to reprint a Project Loan Temporary Shopping Pass
Step

1

Action
In the event that the customer lost or needs another Temporary Shopping Pass (TSP) printed from in-store,
ensure the customer has the Application Number prior to retrieving the TSP. The customer will also need to
provide the last four digits of his/her social security number.
NOTE:
 The customer should receive their permanent purchasing loan card within 7 – 10 days of the loan
approval
 The account MUST be activated prior to making a purchase by having the customer call 877-4763860 to activate their account or by having an associate dial #963 from the store

2

Log into myApron>Credit Service Center>Project Loan>New Application and Click on Pending/Existing
Account Access

3

Enter the Application ID and last four digits of the customer’s social security number. Click on Login.
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4A

If the entry is successful, the following screen will appear to allow the Loan Package to be printed/emailed.
To print the Loan Package:
 Click “View/Print” or Click the Printer Icon
from your Toolbar.
To email the Loan Package to the customer:
 Click “Email” (the Loan Package will be sent to the email address in the box to the right of the
“Email” button).
o
o

If the customer included their email address in their Application information, it will appear in this box
If the customer did not include an email address in their Application information, the email address may be entered

1107211350
$25,000.00
7.99%
84
$468.36

An Adobe PDF window will appear. Click Open. The following screen will appear

The Loan Agreement Confirmation Page Screen will appear below.

$25,000.00
84
7.99%
$468.36
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The Loan Package will appear (the first page is the Temporary Shopping Pass)

Retrieve the printed Loan Package from the printer and hand it to the customer for use

4B

NOTE: all purchases made with the Temporary Shopping Pass must be made at Front End registers
(including Special Services desk registers)
If the was unsuccessful, the following screen will appear. Re-enter the Application ID and last four digits of
the customer’s social security number and Click on Login.

NOTE: If assistance is still need, please contact Home Depot Loan Services by dialing #963
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Frequently Asked Questions
Support/Resources
Question
Who do I call for questions about Project
Loan?

Answer
For store and customer service questions, please contact
“Home Depot Loan Services” (not Citi) at the dedicated speed
dial (#963) for store and customer service issues.
Please do not contact your Citi Store Credit Manager or
Home Depot Credit Services regarding this product.

Is there reporting available?
Is there any additional training that I can
take?

Yes. Your SASM will be able to retrieve reporting from the
Weekly Store Print Packets.
Yes. There are two classes available in Knowledge Depot.
Browse the catalog for “Project Loan”.
Additionally, there are more reference materials found on
myApron at: myApron>myWorkbench>Hot Topics>myCredit
Toolbox>Project Loan Program Information or visit us on
theWarehouse in The Home Depot Project Loan Forum

How do I reorder Applications and signage for
my store?

Reordering of Applications and in-store signage can be
located at: myApron>My Workbench>Applications>Non
Merchandise Purchasing>ePOP

If I have additional questions about the
Project Loan and Home Depot Loan Services
is unable to answer my question, who should
I call?

Please contact one of the following Atlanta SSC associates:


Dee Williams, ext. 87563 or
dee_williams@homedepot.com



Ann Gillham (770-384-4881) or
ann_gillham@homedepot.com



Arianna Jackson (770-384-2760) or
arianna_a_jackson@homedepot.com
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Frequently Asked Questions
Home Depot Loan Services Support Information
Question

Answer

Is there a dedicated customer service phone
number?

The phone number dedicated to our The Home Depot Project
Loan customers is 877-476-3860.

What are the hours of operation for Home
Depot Loan Services?

Monday – Saturday: 8:00 am – 12:00 am ET
Saturday: 9:00 am – 12:00 am ET
Sunday: 11:00 pm – 10:00 pm ET

What can Loan Services help with?

 Activation of Accounts
 Name and address changes
 Assistance with printing terms and conditions
 Website link issues
 Making payments (payments are not accepted in-store)
 Credit line increases
 Replacement cards
www.thdloan.com

What is the website address for Home Depot
Loan Services?
What can customers do on the website?

What happens if the card is not working or is
declined?

The customer can:
 Make payments
 Enroll in automatic payment
 Request a payoff
 Request copies of loan documents
Contact Home Depot Loan Services at #963 or 877-476-3860.
Remember: The customer MUST call to activate their account
by calling 877-476-3860 or have an associate dial #963 from
the store.

How does the customer make a payment?

The customers may make a payment to Home Depot Loan
Services either by mail, online or via phone by the following:
 Mail: (Make Checks Payable to “Home Depot Loan
Services”)
o Home Depot Loan Services
o PO Box 933614
o Atlanta, GA 31193-3614
 Online: thdloan.com
 Phone: 877-476-3860

Project Loan Application Processing
Question
When can the customer expect to receive
their personalized purchasing loan card in the
mail?
What happens if a customer wants to cancel
their Application/Loan?

Answer
The customer can expect to receive their card within 7 - 10
days after their loan was approved.
If the customer would like to cancel their Application/Loan
please have them contact Home Depot Loan Services at 877476-3860.
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Frequently Asked Questions
Store Processes
Question

Answer

What happens when a customer returns an
item after their 6 month window is complete
and their loan agreement has expired?

A credit will be issued to their account in the amount of the
return. Their monthly payment requirement will remain
unchanged.

What happens if the customer used the
wrong card for their purchase and they meant
to put it on their THD Project Loan Card?

Conduct a Return (refer to SOP SS 06-10).

What do I do if I cannot get into Credit
Services Center to enter an Application?

Call The Home Depot IT Help Desk at 1-800-791-2750 to
report the issue AND contact Home Depot Loan Services at
either speed dial #963 or 877-476-3860 and let the
representative know that you have attempted to process the
Application online and that you were not able to complete the
Application. The Application will be taken over the phone and
processed.

General Product Questions
Question

Answer

What if the customer is not done with their
design work or have purchases that need to
be made after the 6 month window has
expired?

The customer can apply for a second Project Loan for
purchases made after the 6 month purchasing window has
ended.

Since this card is a MasterCard, can the
customer use this card anywhere?

No. This card is a dedicated co-branded card exclusively to be
used at The Home Depot. The customer can use the card
however on any purchases throughout the store and at
homedepot.com, Home Decorators Collection and Home
Services.
Until the customer receives their personalized purchasing loan
card, the card must be present to make purchases.

If the customer does not have the card with
him/her can they still make a purchase?

REMEMBER: The customer MUST call to activate their account by
calling 877-476-3860 or have an associate dial #963 from the store.

Can a customer make a payment in the
store?

No, the customer must either mail their payment into Home
Depot Loan Services or make a payment online/phone.

Can the Project Loan be used on services?

Yes. The Project Loan can be used on products, purchases
and services made at The Home Depot.
Yes. The customer MUST call to activate their account by
calling 877-476-3860 or have an associate dial #963 from the
store.
Yes. The co-applicant will be required to submit his/her
personal information during the time of application.

Does the account need to be activated?

Can there be a co-applicant on the account?
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APPENDIX
Once approved, the Associate will print the loan package (including Temporary Shopping Pass) and
give it to the customer. The pages that follow include samples of the documents included in that loan
package.
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This is the Temporary Shopping Pass
(TSP). Customers can use this to make
purchases prior to receiving their loan
purchasing card. The TSP can only be
used at Front End registers.
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This is a sample of the
actual Loan Agreement.
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7.99% (e)
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This is a sample of the actual Loan
Agreement Terms and Disclosures.
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This is a sample of the Lender’s
Privacy Policy.
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This is a sample of the Notice to Cosigner.
This document will be included only if there
is a Cosigner, which is a Co-Applicant that
does not reside at the same address as the
primary Applicant.
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