
Online Loan Pay
Frequently Asked Questions

Q. I locked myself out of my Online Loan Pay account. What do 
I do?

A. If you need to make a payment immediately, you can use the 
One-time Payment option and log in as a guest to submit your 
payment. 

 Next, call our Customer Service Department at (216) 529-2700 
and a Representative will reset your account. You will need to 
re-register after this step, and unfortunately your old account 
history will no longer be available.

Q. How do I reset my password?
A. If you have forgotten it, simply choose the “Forgot Your 

Password” option. An email will be sent to the address on file 
with instructions for resetting your password, which you will 
have 15 minutes to complete.

 You can also contact Customer Service at (216) 529-2700 and ask 
for your account to be reset. You will then need to re-register 
using a different user ID and password, and your account history 
will no longer be visible.

Q. Do I have to create a Online Loan Pay account to make a 
payment? 

A. No. You can use the One-time Payment option by logging in as a 
guest. This feature may be used at any time and can be helpful if 
you are ever locked out of your account.

Q. Do I have to be a registered First Federal Lakewood Online 
Banking user in order to make a payment online? 

A. No. If you are not a registered First Federal Lakewood Online 
Banking user, you can make a payment by simply going to 

 www.ffl.net, selecting Log In and choosing Make a Loan 
Payment.

 If you DO have an Online Banking account, you do not have to 
use Online Loan Pay to make a payment. You still have the option 
to use our Online Banking system. 

Q. Which ZIP code do I use when setting up my Online Loan Pay 
account? 

A. If your mailing address and property address have different ZIP 
codes, you will want to use the one that matches your mailing 
address.

Q. What if I have multiple mortgage accounts? 
A. Users with multiple mortgage accounts will need to create a 

separate User ID and Password for each account. 

Q. How do I sign up for Online Loan Pay if there are multiple 
people on my account? 

A. You will need to use the main party’s information (the person 
designated as the “borrower”) when signing up. “Co-borrower” 
information is not accepted by the system.

Q. Why does my loan account show I have $0.00 due? 
A. This is simply a default placeholder the system uses. To see your 

account balance, you need to select Account Balance from the 
dropdown menu. 

 When making a payment, you may enter an amount different 
from the displayed balance if you would like to add additional 
funds to your regular monthly payment. 

Q. What is the “Full Amount” payment option? 
A. This is the total dollar amount needed to bring your account 

current. It includes any past due mortgage payments and all fees 
that may have been charged to your account. 

Q. Can I pay off my account using Online Loan Pay? 
A. No. If you would like to pay off your entire balance you will need 

to contact the Loan Service Department at (216) 221-7300
 (ex. 5779) in order to obtain the correct payoff figure. 

Q. Can I pay my Home Equity Line of Credit (HELOC) to a zero 
balance? 

A. Not in the Online Loan Pay system. You would need to contact a 
bank branch, the Loan Service Department at (216) 221-7300

 (ex. 5779) or Customer Service at (216) 529-2700 in order to 
obtain the correct payment amount needed for a zero balance.

Q. When will my payment post to my loan account? 
A. Payments made on a business day before 7:00 PM EST will post 

to your loan account the same business day. Payments made 
after 7:00 PM EST, Saturdays, Sundays or holidays will post on the 
following business day. 

 We will send you a confirmation email once your loan payment 
has been made

Q. What happens if my payment due date falls on a holiday? 
A. Payments scheduled to be paid on a holiday will post to your 

loan account the next business day. Affected holidays are: 
New Year’s Day, Memorial Day, Independence Day, Labor Day, 
Thanksgiving Day and Christmas Day. Please call Customer 
Service at (216) 529-2700 if you have questions on which holidays 
are affected.

Q. Will my payment amount automatically adjust if I have an 
adjustable-rate loan or escrow account? 

A. No. If you are a registered user and have recurring payments set 
up, you will need to make the adjustments to your account any 
time your payment amount changes – such as after an interest 
rate adjustment or an escrow change.


