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The following summary is an overview of my third
set of compliance reports, which | have filed with
the United States District Court for the District of
Columbia as Monitor of the National Mortgage
Settlement. It includes:

- An overview of the process through which my colleagues and

| have reviewed the servicers' performance on the Settlement’s
servicing reforms

* An update on the servicers' corrective action plans from metric

fails reported previously

« Summaries of each servicer's compliance for the third and fourth
calendar quarters of 2013

* An analysis of complaints received from distressed borrowers
and the professionals who represent them

Play video

This report includes information on the Settlement’s original 29 metrics that
were used to test the servicers’ implementation of the servicing standards
during the fifth and sixth testing periods, or the third and fourth quarters of 2013.

The servicers covered by this report for both the third and fourth calendar
quarters of 2013 are Bank of America, Citi, Chase, Ocwen and Wells Fargo.
Ocwen was tested only on the loans that it acquired from the ResCap Parties.
These servicers did not fail any metrics during the most recent testing periods.

Because my colleagues and | now have testing results for all 29 metrics over
four testing periods, or one calendar year, this summary report focuses on
reviewing the servicers’ compliance activities over time. Results over time
include a presentation of which metrics servicers failed, how they fixed the

problems and whether their performances improved once testing resumed.

This report also contains fourth-quarter compliance testing results for the loans
Green Tree acquired from the ResCap Parties. Green Tree implemented the
Settlement's servicing standards after such acquisition. Green Tree failed a total
of eight metrics during this time period. These results show that Green Tree has
much implementation work to do.

Results for the other five servicers demonstrate that servicing problems

are being addressed quickly and effectively. Yet work still remains to ensure
that the servicers treat their customers fairly. My team continues to test

the servicers' performance in following the rules set forth by the Settlement.
Additionally, testing has just begun on the four new metrics lissued in October,
and I believe they will help in further holding the servicers accountable. | look

forward to reporting on those results in my next compliance report later this year.

Sincerely,

Joseph A. Smith, Jr.

Office of Mortgage Settlement Oversight


https://www.youtube.com/watch?v=H_PQBMSR4Fs&feature=youtu.be

Introduction

As required by the National Mortgage Settlement (Settlement or NMS), | have filed
compliance reports with the United States District Court for the District of Columbia (the
Court) for each servicer that is a party to the Settlement. The servicers include four of the
original parties - Bank of America, Chase, Citi and Wells Fargo. Essentially all of the servicing
assets of the fifth original servicer party, ResCap, were sold to and divided between Ocwen
and Green Tree pursuant to a February 5, 2013, bankruptcy court order. Accordingly, Ocwen
and Green Tree are now subject to the NMS for the portions of their portfolios they acquired
from ResCap.! These reports provide the results of my testing regarding compliance with
the NMS servicing standards during the third and fourth calendar quarters of 2013, or test
periods five and six. They are the third set of reports for the original four bank servicers, the
second report for Ocwen and the first report assessing Green Tree. Copies of all the reports

filed with the court are available on my website, mortgageoversight.com.

"The Court separately entered a consent judgment between Ocwen and government parties on February 26, 2014, as part of the NMS,
thereby subjecting Ocwen's entire portfolio to the Settlement's requirements. Accordingly, in future quarters, | will test and report on
Ocwen's performance as it relates to its entire portfolio, not just the part of its portfolio it acquired from the ResCap Parties.
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https://www.mortgageoversight.com

Oversight Process

As Monitor, | have continued to oversee the
servicers' compliance with the servicing standards
by working closely with a team of professional
firms. BDO Consulting, a division of BDO USA,
LLP (BDO), serves as my primary professional firm
(PPF). My team also consists of five secondary
professional firms (SPFs), each one assigned to

a servicer. These firms continue to assist me in
providing rigorous oversight of the servicers.

The work conducted to test the six servicers during test periods

five and six involved 269 professionals, which includes my PPF, SPFs
and other professionals who dedicated approximately 69,910 hours
over a seven-month period. As shown in the following description,
the oversight process is extensive.

To assess how well the servicers adhere to the 304 servicing standards,
or rules, outlined in the NMS, the servicers were evaluated using a
series of 29 metrics, or tests, enumerated in the Settlement. | negotiated
a separate work plan with each of the servicers that specifies how

these tests are carried out and validated. The Monitoring Committee,
comprising of representatives from 15 states, the United States
Department of Housing and Urban Development, and the United

States Department of Justice, reviewed these work plans and, after
providing input, did not object to their adoption.

Each servicer has assigned a group of employees or contractors who
are independent from the servicer's mortgage servicing operations to
determine whether the servicer's activities are compliant. This group,
called the Internal Review Group (IRG), uses the servicer's systems of
record to compile the full population of loans related to each metric and
tests a statistically valid sample of such loans to determine whether the
servicer has passed the metric. The SPF | have assigned to the servicer
then reviews the IRG's work papers and tests a sub-sample of the IRG's

sample in a process under the NMS.

Office of Mortgage Settlement Oversight
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If the servicer fails a metric, the NMS
deems this a potential violation that the
servicer can cure. The servicer must create
and implement a Corrective Action Plan
(CAP) to address the root causes of the
fail, which | review and, once satisfied,
approve. After | have determined that the
servicer has completed the CAP, testing
recommences during the cure period, which
is generally the next quarter, unless the
CAP is completed in the first month of a
quarter and | direct the servicer to resume
testing in the current quarter. If the servicer
fails the same metric again within either of
the first two quarters after completion of
the CAP, the Monitoring Committee and |
may take enforcement action through the
Court. This may include injunctive relief and
civil penalties up to $1 million or, in certain
circumstances, $5 million.

In addition to correcting the potential
violation, the servicer must remediate
borrowers identified during testing who
were materially harmed. If | determine that
the potential violation is widespread, the
servicer must identify all borrowers who
were harmed by the noncompliance and
remediate such harm. The SPF, PPF and |
then review and test the implementation of
these remediation efforts until the servicer
asserts, and | confirm, that its remediation
is complete.

Throughout the two test periods covered
in this report (July 1-September 30, 2013,
and October 1-December 31, 2013), my
professionals and | tested each of the six
servicers on up to 29 metrics. See metric
testing timeline for details on the metrics
we used to test each servicer.
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Bank of America Results

As | stated in my previous compliance reports, Bank of America N.A. (Bank of
America) reported to the Monitoring Committee and me that it failed Metrics 6,
19 and 5. Bank of America implemented Corrective Action Plans (CAPs) to remedy
the root causes of these fails. In test periods five and six, neither the IRG nor my
professionals found evidence of a potential violation for any Metric tested. As
further discussed in my compliance reports, Bank of America will resume testing
for Metric 5 in test period eight (second calendar quarter of 2014).

BANK OF AMERICA ohey BANK OF AMERICA BANK OF AMERICA

Corrective Action Plan (CAP) for Metric 6 e Corrective Action Plan (CAP) for Metric 19

T Y —
Mortgage Setilement
Oversight

Corrective Action Plan (CAP) for Metric 5

Y —
Mortgage Settlement
Oversight

Click to see Metric 6 CAP Click to see Metric 19 CAP Click to see Metric 5 CAP
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Chase Results Introduction

Oversight
. . . Process
As | stated in my previous compliance reports, J.P. Morgan Chase Bank N.A.

(Chase) reported to the Monitoring Committee and me that it failed Metrics 29, Bank of
America

20 and 6. Chase implemented Corrective Action Plans (CAPs) to remedy the
root causes of these fails. In test periods five and six, neither the IRG nor Chase
my professionals found evidence of a potential violation of any Metric tested. -
Green
Tree
Ocwen
Corrective Action Plan (CAP) for Metric 29 R Corrective Action Plan (CAP) for Metric 20 e Corrective Action Plan (CAP) for Metric 6 e Wells
Fargo
Consumer
Complaints
Additional
Metrics
Conclusion

Click to see Metric 29 CAP Click to see Metric 20 CAP Click to see Metric 6 CAP
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Citi Results

As | stated in my previous compliance reports, CitiMortgage, Inc. (Citi) reported
to the Monitoring Committee and me that it failed Metrics 19, 6 and 23. Citi
implemented Corrective Action Plans (CAPs) to remedy the root causes of these
fails. In test periods five and six, neither the IRG nor my professionals found
evidence of a potential violation for any Metric tested.

CITI Y — CITI .. Y S— CITI

Mortgage Settlement Mortgage Settlement

Corrective Action Plan (CAP) for Metric 19 S Corrective Action Plan (CAP) for Metric 6 S Corrective Action Plan (CAP) for Metric 23

Y —
Mortgage Settlement
Oversight

Click to see Metric 19 CAP Click to see Metric 6 CAP Click to see Metric 23 CAP
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Green Tree Results

The ResCap Parties (formerly Ally/GMAC) were subject to a February
5, 2013, bankruptcy court order that divided and transferred their
servicing rights and assets. Green Tree Servicing, LLC, (Green Tree)

acquired approximately 18.5 percent of the servicing rights.

| negotiated an implementation schedule for
Green Tree's compliance with the servicing
standards, and testing began for all 29 Metrics
on Green Tree's portion of the ResCap portfolio
in test period six (fourth calendar quarter of
2013). Green Tree reported that it failed the
following eight metrics in test period six:

SCORECARD: _Officeof
ploxtysguSsttlsmeng

Green Tree Orersight

Tre, Baker

Click to see scorecard

Metric 4 tests whether the servicer
accurately stated amounts due from
borrowers in proofs of claims filed
in bankruptcy proceedings

Metric 5 tests whether the servicer
accurately stated amounts due from
borrowers in affidavits filed in support for
relief from stay in bankruptcy proceedings

Metric 6 tests whether loans were
delinquent at the time foreclosure was
initiated and whether the servicer provided
borrower with accurate information in a
pre-foreclosure letter

Metric 7 tests whether the servicer provided
borrower with required notifications no later
than 14 days prior to referral to foreclosure
and whether required notification

statements were accurate

* Metric 10 tests whether the servicer waived
post-petition fees, charges or expenses
when required by the Settlement

* Metric 12 tests whether the servicer has
documented policies and procedures in
place to oversee third party vendors

* Metric 18 tests whether the servicer
responded to government submitted
complaints and inquiries from borrowers
within 10 business days and provided an
update within 30 days

* Metric 19 tests whether the servicer notified
the borrower of any missing documents in
a loan modification application within five
days of receipt

| am currently reviewing CAPs that Green Tree
has proposed to address the root causes of
these fails. | plan to report on these plans and
Green Tree's progress in my next report.

Office of Mortgage Settlement Oversight
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Ocwen Results

The ResCap Parties (formerly Ally/GMAC) were subject to a February 5, 2013,
bankruptcy court order that divided and transferred their servicing rights and
assets. Ocwen Loan Servicing, LLC, (Ocwen) acquired approximately 80 percent

of the servicing rights.

As | stated in my last report, Ocwen fully
implemented all of the servicing standards
associated with the 29 Metrics for its portion
of the ResCap portfolio. In test periods five
and six, neither the IRG nor my professionals
found any evidence of a potential violation
for any Metric tested.

In February 2014, Ocwen entered into a new
consent judgment with the Consumer Financial
Protection Bureau (CFPB) and 49 states requiring
Ocwen to comply with the NMS servicing
standards for its entire loan portfolio. Ocwen has
begun to implement NMS servicing standards,

and | plan to report on Ocwen’s compliance as it
relates to its entire portfolio beginning in test period
nine (third calendar quarter of 2014).
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Wells Fargo Results Introduction

Oversight
Process

As | stated in my previous compliance reports, Wells Fargo reported to the

Monitoring Committee and me that it failed Metric 19. Wells Fargo implemented a Bank of

America

Corrective Action Plan (CAP) to remedy the root causes of this fail. In test periods

five and six, neither the IRG nor my professionals found evidence of a potential Chase

violation for any Metric tested. -
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Consumer Complaints

In addition to testing compliance with the servicing standards as
previously described, my colleagues and | receive information on servicer
conduct in the marketplace through a variety of channels.

EXECUTIVE OFFICE COMPLAINTS: #‘:’;‘;‘jm
Top Ten Complaints Cramit

July, 2013 - December 31,2013

The NMS requires that each servicer submit to me Executive Office complaints, complaints that
are filed with the servicers by the offices of government agencies or elected officials on behalf of
their constituents. From July 1, 2013, to December 31, 2013, my professionals and | received and
analyzed 55,081 Executive Office complaints from the servicers. In aggregate, my professionals and
I have received and analyzed 160,233 Executive Office complaints since October 2012.

My colleagues and | also receive complaints directly from state attorneys general offices and have
access to complaints submitted to the Consumer Financial Protection Bureau (CFPB). We compare
these complaints to those | receive from the servicers to make sure my colleagues and | are
apprised of all relevant complaints.

Additionally, we review the complaints submitted to my office by professionals who work on borrowers’
behalf, which provide an independent source of information to supplement the other sources. Between
July 1, 2013, and December 31, 2013, professionals had submitted 184 complaints. In total, my
professionals and | have received and analyzed 1,334 complaints since May 2012.

Click to see Executive Office Complaints

PROFESSIONALS’ COMPLAINTS:

Top Ten Complaints

andthe Neighborhood Assstance Corporaton of Amerca (NACA). July, 2013 - December 31,2013

Click to see Professionals’' Complaints

Office of Mortgage Settlement Oversight
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Additional Metrics

As described in my last report, the servicers,
Monitoring Committee and | agreed on four
additional metrics in October 2013. These
metrics were the results of information obtained
from complaints data and from my meetings
with attorneys general, counselors, other
advocates and distressed borrowers around

the country. Their input, along with my team's
analysis of complaints, made it clear to me that
additional testing measures were needed to
address concerns related to the loan modification
process, single points of contact and billing

statement accuracy.

2 With Ocwen having entered into a new consent judgment in February 2014, all parties have agreed to permit Ocwen's IRG to begin
compliance testing on the two other metrics that relate to the loan modification process as of July 1, 2014.

Compliance testing by the IRGs on two of the new metrics began on
January 1, 2014. These metrics test to ensure that servicers:

* Provide customers contact information for new single points of
contact and implement procedures that evaluate and remediate
single point of contact performance, and

» Use accurate, detailed information in monthly billing statements
to customers.

Compliance testing by the IRGs on two other metrics began on April 1,
2014.? These metrics relate to the loan modification process and will:

* Test the servicers on how well they communicate missing
documents for loan modification applications,

* Ensure that loan modification applications are not prematurely
denied and that foreclosure proceedings are delayed to allow
appropriate time for distressed borrowers to provide additional
documentation, and

» Confirm servicers properly communicate loan modification denials.

| will report to the Court and the public on the compliance results of these four

new tests in my next compliance reports. Court filings for these additional
metrics can be downloaded here.

Office of Mortgage Settlement Oversight
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https://www.mortgageoversight.com/about-the-mortgage-settlement/#settlement-documents

Conclusion

The majority of my findings suggest that the Settlement is working to hold the servicers
accountable to the servicing reforms they agreed to in the NMS. My testing results also
show that there is still more work to be done, especially in the case of Green Tree. My team
and | will continue to test the servicers on their compliance with the Settlement’s servicing
reforms, and we will continue working with Green Tree to institute rigorous CAPs.

My next compliance report will include testing results on the four additional metrics

| created late last year. These metrics are designed to ensure that the servicers better
treat their customers in areas that had not been adequately measured under the original
metrics, including the loan modification process, single points of contact and billing
statement accuracy. | look forward to sharing these results in the coming months.

Office of Mortgage Settlement Oversight
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Click to return to Oversight Process

Office of
Mortgage Settlement

MONITOR’S ROLE:

lesting a Metric T
The Internal Review Groups tested, and my professional firms retested, the servicers
on each metric. The graphic below illustrates the process by which the metrics for each
servicer were tested.
Updated May 2014

IRG requests any additional If SPF results differ from IRG results, SPF follows up with IRG and requests any additional
information from the servicer. information. IRG adjusts test results, if necessary.

Step One Step Two Step Three Step Four \)

Servicer implements Testing by IRG IRG submits Compliance Review Retesting by M
servicing standards Report to the Monitor SPF, PPF and Monitor report the

D.C. Disf ourt

Each metric tests the compliance IRG team tests samples of loans SPF selects subsamples and

with particular servicing from a population related to speci reviews work papers of IRG. PPF
standards. The Monitor and metrics. The IRG generally uses a and Monitor oversee this process.
servicers negotiated a schedule sampling methodology based on a

for when to test the 29 metrics. 95% confidence level, 5% estimat

error rate and 2% margin of error.

IRG reviews each loan to determin:
whether the loan passes or fails the
metric test questions.



Click to return to Oversight Process

FAILS:

What’s Next?

Office of
Mortgage Settlement

Oversight

Updated May 2014

Potential
Violation

Servichtential

olaion to the Monitori
violation to 1 onitoring

Committee within 15 days of
the quarterly report

Corrective
Action Plan

Servi ements
Correctllon Plan
(CAP) to address root

causes of fail

Borrower
Remediation

If poMon is
widemvicer
remediates all
borrowers experiencing
material harm

Retesting

Testing‘rmmences
)% IRGmitor's
team bcMuarter
after the CAP is completed
by 's;éﬁ'/iéer

Penalties

If servicer fails metric
again in either of next
two quarters,
Monitoring Committee
and Monitor may file
enforcement action

P N

Penalties include:

A court order to stop specific behaviors

Up to $1 million civil penalty

Up to $5 million fine for failing particular
metrics multiple times
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. . . . : : : : - : : : Office of
The Int | R G tested, and f | f tested, th th tandard ted with th trics.
Metrzc Yéstzng Y}mellne e Internal keview Groups tested, and my protessional firms reteste € servicers on the servicing standaras associated wi € metrics. Mortgage Settlement

The graphic below illustrates the time periods in which the metrics for each servicer were tested.
Updated May 2014 Oversight

TEST PERIOD 5 (July 1, 2013 - September 30, 2013) TEST PERIOD 6 (October 1, 2013 - December 31, 2013)

METRIC NO. TITLE/DESCRIPTION

1 Foreclosure sale in error (1.A) ° () [} [} o [} () () [

2 Incorrect modification denial (1.B) ® [} ) ) ) [} ) ® [

3 Affidavit of Indebtedness (AOI) preparation (2.A) ) ) ) ) ) ) ° ® )

4 Proof of Claim (POC) (2.B) o [} [} [} [} [} ® [} (]

5 Motion for Relief from Stay (MRS) affidavits (2.C) *t [ [ [ *t [ () ° ()

6 Pre-foreclosure initiation (3.A) ® % [} [} [} () () [ ) °

7 Pre-foreclosure initiation notifications (3.B) [ ] [J [ ] [ ] ([ ] [} ® ° °

8 Fee adherence to guidance (4.A) [ ] [ ] ° [ ] [ ] [ ] ° [ ] [ ]

9 Adherence to customer payment processing (4.B) [ ] [ ] [ ] [ ] [ ] [ ] ° o °

10 Reconciliation of certain waived fees (4.C) [} [} [} [} [} [} ® [ ) °

n Late fees adherence to guidance (4.D) [ ] [ ] [ ] [ ] [ ] [ ] ° ° (]

12 Third party vendor management (5.A) [ [ [ [ (] [ (] [ ()

13 Customer portal (5.B) (] [ [ [ (] [ (] (] °

14 Single Point of Contact (SPOC) (5.C) [ ] [ ] [ ] [ ] [ ] [ ] ° [ ] ([ ]

15 Workforce management (5.D)* * [ ) * * [ ) * ) ® * *
16 Affidavit of Indebtedness (AOI) integrity (5.E)* [} [} [} * * * * [} * *
17 Account status activity (5.F)* (] [ [ * * * * (] * *
18 Complaint response timeliness (6.A) [ ] [ ] [ [ [ ] [ ] ° [ ] °

19 Loan modification document collection timeline compliance (6.B.i) [ ] [ ] [ ] [ ] [ ] [ ] ( J ° °
20 Loan modification decision/notification timeline compliance (6.B.ii) (] *t [ [ (] [ (] [ °

21 Loan modification appeal timeline compliance (6.B.iii) [ [ ] [ [ (] [ ° 5% °

22 Short Sale decision timeline compliance (6.B.iv) [ ] [ ] [ ] [ ] [ ] [ ] ° [ ] ([ ]

23 Short Sale document collection timeline compliance (6.B.v) (] [ *5% [ () [ (] [ ] (]

24 Charge of application fees for loss mitigation (6.B.vi) [ ] [ ] [ ] [ ] [ ] [ ] ° [ ] ([ ]

25 Short Sale inclusion notice for deficiency (6.B.vii.a) () [ [ [ () [ (] ° ()

26 Dual track referred to foreclosure (6.B.viii.a) ® [} [} [ ] [ ] [ ] ° [} °

27 Dual track failure to postpone foreclosure (6.B.viii.b) [ ] [ ] [ ] [ ] [ ] [ ] ° ° °

28 Force-placed insurance timeliness of notices (6.C.i) [ ] [ [ [ () [ (] [ (]

29 Force-placed insurance termination (6.C.ii) ([ ] [ ] [ ] [ ] [ ] [ ] (] (] (]

TOTALS 27 27 27 26 29 26 26 27 28 26 26

*Policy and procedure metric that is tested once a year. **The servicer reported to the Monitoring Committee and me that a Potential Violation occurred for this Metric in a previous test period. As a result, this metric is currently under a Corrective Action Plan (CAP) and will not be tested
again until the CAP has been satisfactorily completed. ***Due to investor servicing guidelines and the attributes of the acquired loans, the servicer was prohibited from accepting borrower loan modification appeals. As a result, the servicer did not service any loans in the acquired loans
that were in scope for the IRG to test servicer's compliance with the Metric and relevant servicing standards.



Click to return to Green Tree Results

SCORECARD: Office of

Mortgage Settlement

G’f'een Tree Oversight

The Monitor's Secondary Professional Firm (SPF) assigned to Green Tree, Baker Tilly Vichow Krause, LLP,
tested 28 metrics during test period 6. The chart below illustrates the results of the IRG's tests. Updated May 2014

METRIC TEST THRESHOLD RESULT (ERROR METRIC NAME METRIC TEST THRESHOLD RESULT (ERROR
NUMBER PERIOD ERROR RATE RATE IF FAILED) NUMBER PERIOD ERROR RATE RATE IF FAILED)

Foreclosure sale in error 10.A) 6 1.00% Pass TG EE Y 16 (5.6) *** 6 N/A Pass
(AOI) integrity

Incorrect modification denial 2(1.B) 6 5.00% Pass Account status activity 17 (5.F) *** 6 N/A Pass

Affidavit of Indebtedness

0 * . . . o . o
(AOI) preparation 3Q2.A 6 5.00% Pass Complaint response timeliness 18 (6.A) 6 5.00% Fail - 10.14%

Loan modification document

Proof of Claim (POC) 4(2B) 6 5.00% Fail - 10.83% . . . . 19 (6.B.D 6 5.00% Fail - 32.62%
collection timeline compliance

Motion for Relief from 5 . o Loan modification decision/ . o

Stay (MRS) affidavits (e & et Ll Rt notification timeline compliance 20 B E 1000z e

Pre-foreclosure initiation 6 (3.A) 6 5.00% Fail - 30.60% toan modification 21 (6.Biji) = 6 10.00% Not Tested
appeal timeline compliance

Pre-foreclosure initiation 738 6 5.00% Fail - 9.02% short Sale decision 22 (68.v) 6 10.00% Pass

notifications timeline compliance

Fee adherence to guidance 8 (4.A) 6 5.00% Pass LI S.ale o.iocu.ment . 23 (6.Bv) 6 5.00% Pass
collection timeline compliance

S G 9 (4.B) 6 500% Pass e R Bl [T (6 24 (6.8vD) 6 1.00% Pass

payment processing for loss mitigation

Re?oncﬂlatlon of certain 10 4.0 6 500% Fail - 50.00% Short S.a.le inclusion notice 25 (6.Biia) 6 500% Pacs

waived fees for deficiency

Late fees adherence to guidance 11(4.D) 6 5.00% Pass Dual track referred 26 (6.Buiii.a) 6 5.00% Pass

to foreclosure

Third party vendor management 12 (5.A) 6 N/A Fail IEIEIL A T 27 (6.Buiii.b) 6 5.00% Pass
postpone foreclosure

Force-placed insurance

Customer portal 13(5.B) 6 N/A Pass R X 28 (6.C.H) 6 5.00% Pass
timeliness of notices

Single Point of Contact (SPOC) 14.(5.0) 6 5.00%"* Pass Force-placed insurance 29 (6.C.iD) 6 5.00% Pass
termination

Workforce Management 15 (5.D) *** 6 N/A Pass *The PPF and SPF continue to review the IRG results. The Monitor will report on this review in his next report. **Test question

4 only. ***Policy and procedure metric that is tested once a year. ****Due to investor servicing guidelines and the attributes

of the acquired loans, the servicer was prohibited from accepting borrower loan modification appeals. As a result, the servicer
did not service any acquired loans that were in scope for the IRG to test servicer's compliance with the Metric and relevant
Servicing Standards. N/A: Threshold error rate not applicable.



Click to return to Consumer Complaints

EXECUTIVE OFFICE COMPLAINTS: Office of

Mortgage Settlement
pr Tén Compldznts Oversight

July 1, 2013 - December 31, 2013

A Single Point of Contact was not provided, was difficult to deal with or was difficult to reach 13,784
Servicer did not take appropriate action to remediate inaccuracies in borrower’s account 12,003
Servicer failed to update borrower's contact information and/or account balance 9,915
Servicer failed to correct account information 8,724
The Single Point of Contact was non-responsive 7166

The borrower was “dual-tracked,” in other words, the borrower submitted an application for loss mitigation,

and although it was in process or pending, the borrower was foreclosed upon 617
Servicer did not follow appropriate loss mitigation procedures 5,793
Servicer did not accept payments or incorrectly applied them 4,369
Servicer requested financial statements that borrower already provided 3,988
The completed first lien modification request was not responded to within 30 days 3,966

55, (0] 81 TOTAL EXECUTIVE OFFICE COMPLAINTS FOR ALL SERVICERS

One complaint submission can include multiple issues, or “hits.” This explains why there are more hits than complaints.



Click to return to Consumer Complaints

PROFESSIONALS’ COMPLAINTS: Office of

Mortgage Settlement

Top Ten Complaints Oreri

Top ten complaints received from professionals through mortgageoversight.com
and the Neighborhood Assistance Corporation of America (NACA). July 1, 2013 - December 31, 2013

Servicer failed to make a determination on the borrower’s loan modification no later than 30 days after receipt of complete application 90
Servicer failed to notify borrower of any known deficiency in initial submission of information no later than five days after receipt 77
Servicer failed to maintain adequate staffing and systems for tracking borrower documents and information 73
Servicer failed to offer loan modification/loss mitigation opportunity 71

Servicer failed to provide an easily accessible and reliable Single Point of Contact (SPOC) after a potentially eligible borrower

requested loss mitigation assistance 66
SPOC failed to carry out responsibilities of working with borrower on loan modification or loss mitigation activities, 57
including providing alternatives upon denial of loan modification

Servicer failed to allow properly submitted financials to be used for 90 days from receipt 50
Servicer foreclosured while loan modification/loss mitigation application or appeal was pending or otherwise in error 45
Servicer referred borrower to foreclosure while the borrower's complete application for loan modification was pending 35
Servicer failed to offer and facilitate a loan modification rather than initiate foreclosure, even though loan modification 33

was Net Present Value (NPV) positive

I 84 TOTAL PROFESSIONAL COMPLAINTS FOR ALL SERVICERS

One complaint submission can include multiple issues, or “hits.” This explains why there are more hits than complaints.
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BANK OF AMERICA

Corrective Action Plan (CAP) for Metric §

Office of
Mortgage Settlement

Oversight

Bank of America developed a CAP that outlined steps to prevent future fails.

* Halting or withdrawing all potentially affected motions for relief from

stay (MRS)

* Replacing a defective automated MRS referral process with manual
referral and validation processes

THE CAP INCLUDED:

* Increasing staffing and developing enhanced training for associates involved
in the new processes

* Enhancing the escrow module on its System of Record (SOR) to improve
accuracy of escrow calculations

* Instituting multiple levels of manual review and quality assurance
designed to ensure accuracy of MRS affidavits

Bank of
America failed

Metric 5

Bank of America failed Metric 5
in 2013. As a result, the NMS
required Bank of America to
develop a CAP to ensure future
compliance with the metric,
which evaluates the accuracy
of amounts due from
borrowers reported in affidavits
filed in support of motions for
relief from stay in bankruptcy
proceedings.

complete
and testing
resumes

* The Monitor determined that
the CAP was complete.

Bank of America met with the
Monitoring Committee to
report its failure of Metric 5.

The Monitor approved the
CAP, and Bank of America

began implementing the plan. - Tz e e 5 wil

resume in test period eight,
which is the cure period.
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BANK OF AMERICA

Corrective Action Plan (CAP) for Metric 6

Office of
Mortgage Settlement

Oversight

Bank of America developed a CAP that outlined steps to prevent future fails.
THE CAP INCLUDED:

* Placing temporary holds on referrals to foreclosure of all potentially
affected loans

* Implementing corrections to extract data from archived files for the
pre-foreclosure notification letters when the last payment date is not
available from active system files

* Implementing corrections to ensure that data fields in the System of
Record (SOR) with missing information are left blank in the corresponding
borrower pre-foreclosure notification letter

Bank of
America failed

Metric 6

Bank of America failed Metric 6 Bank of America met with the
in 2013. As a result, the NMS Monitoring Committee to
required Bank of America to report its failure of Metric 6.
develop a CAP to ensure future

compliance with the metric,

which tests whether loans

were delinquent at the time

foreclosure was initiated

and whether the servicer

provided the borrower with

accurate information in a

pre-foreclosure letter required

by the Settlement.

* Placing a hold on mailing all letters with blank fields

* For certain loans for which the servicer has no last payment date information,
adding an explanation of the blank field in the pre-foreclosure notification
letter to borrowers

complete
and testing
resumes

* The Monitor determined that
the CAP was complete.

The Monitor approved the
CAP, and Bank of America

bezam Imslernar g e 2an * Testing of Metric 6 resumed

during test period five, which
was the cure period.

= Bank of America reported,
and the Monitor confirmed,
a "pass” for Metric 6 in test
period five (the cure period)
and test period six.
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Office of

BANK OF AMERICA

Mortgage Settlement

Corrective Action Plan (CAP) for Metric 19

Oversight

Bank of America developed a CAP that outlined steps to prevent future fails.
THE CAP INCLUDED:

Streamlining and shortening the process of sending letters to borrowers notifying them of any missing documents
within five days by eliminating a one business day file hold step in its review process

Bank of
America failed

Metric 19

The Monitor approved the
CAP, and Bank of America
began implementing the plan.

Bank of America met with the
Monitoring Committee to
report its failure of Metric 19.

Bank of America failed Metric 19
in 2013. As a result, the NMS
required Bank of America to
develop a CAP to ensure future
compliance with the metric,
which measures whether the
servicer is complying with the
requirement to notify the
borrower of any missing
documents in the borrower's
loan modification application
within five days of receipt.

the CAP

a ”pass”

and test

complete
and testing
resumes

* The Monitor determined that

was complete.

* Testing of Metric 19 resumed
during test period five, which
was the cure period.

* Bank of America reported,
and the Monitor confirmed,

for Metric 19 in test

period five (the cure period)

period six.



Click to return to Chase results

CHASE Office of

Mortgage Settlement

Corrective Action Plan (CAP) for Metric 6 Orersight

Chase developed a CAP that outlined steps to prevent future fails.
THE CAP INCLUDED TWO PHASES OF IMPLEMENTATION: AN INTERIM SOLUTION AND A LONG-TERM SOLUTION.

The interim solution included the following: The long-term solution included the following:
* Suspending production of pre-foreclosure notification letters related * Correcting how the “Next Interest Rate Change Date” field is populated
to affected populations in the pre-foreclosure notice letter for the affected populations
* Implementing an exception path for affected loans so that the correct * Approving the functional design of the data population solution for this field

date field can be used in pre-foreclosure notice letters : . )
* Approving the business review document

* Implementing quality control procedures for all affected populations and
establishing regular calls with leadership to facilitate problem resolution

Chase failed |
i Cortrmttes
-

« Performing additional quality control testing of the implementation of this
long-term solution

complete
and testing

resumes

- TTTI— ]

Chase failed Metric 6 in 2013. Chase met with the Monitoring The Monitor approved the * The Monitor determined that
As a result, the NMS required Committee to report its failure CAP, and Chase began the CAP was completed.
Chase to develop a CAP to of Metric 6. implementing the plan.

* Testing of Metric 6 resumed
during test period six, which
was the cure period.

ensure future compliance with
the metric, which tests whether
loans were delinquent at the

time foreclosure was initiated = Chase reported, and the

and whether the servicer Monitor confirmed, a “pass”
provided the borrower with for Metric 6 in test period six
accurate information in a (the cure period).

pre-foreclosure letter required
by the Settlement.
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CHASE

Corrective Action Plan (CAP) for Metric 20

Office of
Mortgage Settlement

Oversight

Chase developed a CAP that outlined steps to prevent future fails.
THE CAP INCLUDED:

* Creating and monitoring three new “Metric 20" reports to: * Retraining bank personnel on the use of system notes and system coding

- Provide tracking and oversight of timelines based on a revised * Performing testing to confirm that root cause issues were resolved

understanding of the metric testing definitions
- Address potential delays in each phase of underwriting

- |dentify loans needing escalation as a loan modification request nears

its timeline target

Chase failed

Metric 20

Chase failed Metric 20 in 2013.
As a result, the NMS required
Chase to develop a CAP to
ensure future compliance with
the metric, which tests whether
the servicer approves or denies
a first lien loan modification
application within 30 days of
receipt of all necessary
documentation and whether
communication to the borrower
of a denial decision occurs
within 10 days of the decision.

complete
and testing
resumes

* The Monitor determined that
the CAP was completed.

The Monitor approved the
CAP, and Chase began
implementing the plan.

Chase met with the Monitoring
Committee to report its failure

of Metric 20. * Testing of Metric 20 resumed

during test period six, which
was the cure period.

* Chase reported, and the
Monitor confirmed, a “pass”
for Metric 20 in test period
six (the cure period).
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CHASE

Corrective Action Plan (CAP) for Metric 29

Office of
Mortgage Settlement

Oversight

Chase developed a CAP that outlined steps to prevent future fails.
THE CAP INCLUDED:

* Improving communications with its third party service provider

* Implementing a new workflow to make sure force-placed insurance
borrowers have the most experienced team possible

* Implementing a daily inventory report for all force-placed insurance activities

* Implementing daily monitoring activities to ensure all communications
received from affected borrowers are directed to the proper contact

Chase failed
Metric 29

Chase failed Metric 29 in 2012.
As a result, the NMS required
Chase to develop a CAP to
ensure future compliance with
the metric, which evaluates
whether the servicer terminates
force-placed insurance and
refunds premiums to affected
borrowers within 15 days of
receipt of evidence of insurance.

Chase met with the Monitoring
Committee to report its failure
of Metric 29.

* Implementing a quality control review of all documents received by the third
party servicer provider to ensure correct routing in processing

* Implementing an additional review after a second force-placed insurance
letter is sent to make sure borrowers have not provided evidence of insurance
before initiating force-placed insurance

* Changing the service level agreement timelines with the third party service
provider for sending information to Chase

complete

and testing
resumes

The Monitor approved the
CAP, and Chase began
implementing the plan.

* The Monitor determined that
the CAP was complete.

* Testing of Metric 29 resumed
during test period four, which
was the cure period.

* Chase reported, and the
Monitor confirmed, a “pass”
for Metric 29 in test period
four (the cure period) and
in subsequent test periods.



Click to return to Citi results

CITI Office of

Mortgage Settlement

Corrective Action Plan (CAP) for Metric 6 Orersight

Citi developed a CAP that outlined steps to prevent future fails.
THE CAP INCLUDED:

* Implementing enhancements to existing processes to accurately * Developing reporting procedures to assist with identifying errors

validate last payment date and balances due . -
* Implementing system enhancements to replace existing manual controls

* Implementing holds to prevent incorrect notices from being mailed
to borrowers

complete
and testing

— Committee
-

resumes

] |

Citi failed Metric 6 in 2013. Citi met with the Monitoring The Monitor approved * The Monitor determined that
As a result, the NMS required Committee to report its failure the CAP, and Citi began the CAP was complete.

Citi to develop a CAP to ensure  of Metric 6. implementing the plan.

= Testing of Metric 6 resumed
during test period five, which
was the cure period.

future compliance with the
metric, which tests whether
loans were delinquent at the

time foreclosure was initiated = Citi reported, and the Monitor
and whether the servicer confirmed, a “pass” for Metric
provided the borrower with 6 in test period five (the cure
accurate information in a period) and test period six.

pre-foreclosure letter required
by the Settlement.



Click to return to Citi results

CITI Office of

Mortgage Settlement

Corrective Action Plan (CAP) for Metric 19 Oversight

Citi developed a CAP that outlined steps to prevent future fails.
THE CAP INCLUDED:

* Developing a process to identify agent errors and provide additional * Adding staff to expand document review hours of operation to 24 hours

Bl (3 10 SEErts * |nitiating daily remediation calls

- el i msling o et ite el et e £ & oLrs * Increasing document review staff from 125 to 225 full-time employees
to 24-36 hours
* Impl ti lett lit trol and tracki

* Reworking letter formats to include missing document types RIS, = BSOS i Fhbesss

* Performing comprehensive quality assurance testin
* Changing the document workflow process to trigger file delivery riorming P S R e ng

at 9:00 AM CST instead of 11:00 AM CST

Citi failed eC ! complete

Metric 19 : : and testing
. resumes

Citi failed Metric 19 in 2012. Citi met with the Monitoring The Monitor approved * The Monitor determined that
As a result, the NMS required Committee to report its failure the CAP, and Citi began the CAP was complete.
Citi to develop a CAP to ensure of Metric 19. implementing the plan.

* Testing of Metric 19 resumed
during test period four, which
was the cure period.

future compliance with the
metric, which measures whether
the servicer is complying with

the requirement to notify the = Citi reported, and the Monitor
borrower of any missing confirmed, a “pass” for Metric
documents in the borrower’s 19 in test period four (the cure
loan modification application period) and in subsequent

within five days of receipt. test periods.



Click to return to Citi results

CITI Office of

Mortgage Settlement

Corrective Action Plan (CAP) for Metric 23 Oversight

Citi developed a CAP that outlined steps to prevent future fails.
THE CAP INCLUDED:

* Developing a generic notice of incomplete information to be sent to certain * Enhancing training of document review agents to ensure that notices
borrowers within 30 days of a request for a short sale of incomplete information are sent in a timely manner

* Developing a new daily exception report to identify any borrowers who * Creating a new system indexing code specifically for purchase agreements
have not been sent a notice of incomplete information in a timely manner to ensure notices of incomplete information are sent promptly to

applicable borrowers

Citi failed ‘ complete

Metric 23 b, and testing
, resumes

Citi failed Metric 23 in 2013. Citi met with the Monitoring The Monitor approved * The Monitor determined that
As a result, the NMS required Committee to report its failure the CAP, and Citi began the CAP was complete.
Citi to develop a CAP to ensure of Metric 23. implementing the plan.

= Testing of Metric 23 resumed
during test period six, which
was the cure period.

future compliance with the
metric, which tests the servicer's
compliance with the requirement

to notify borrowers of any « Citi reported, and the
missing documents within Monitor confirmed, a “pass”
30 days of a borrower's request for Metric 23 in test period

for a short sale. six (the cure period).
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WELLS FARGO

Corrective Action Plan (CAP) for Metric 19

Office of
Mortgage Settlement

Oversight

Wells Fargo developed a CAP that outlined steps to prevent future fails.

THE CAP INCLUDED:

* Improving loss mitigation customer tracking

* Instituting more frequent notifications if a letter notifying the borrower CEEY e

of missing documents has not been sent

- If the letter is not sent after two days, the Single Point of Contact (SPOC) el ol el fer iz

and supervisor are notified

- If the letter is not sent after four days, a separate team is notified and iete g el eumeiE el

sends the letter
a borrower on the same day

Wells Fargo

failed Metric 19

Wells Fargo failed Metric 19
in 2012. As a result, the NMS
required Wells Fargo to develop
a CAP to ensure future
compliance with the metric,
which measures whether the
servicer is complying with the
requirement to notify the
borrower of any missing
documents in the borrower's
loan modification application
within five days of receipt.

Wells Fargo met with the
Monitoring Committee to
report its failure of Metric 19.

The Monitor approved the
CAP, and Wells Fargo began
implementing the plan.

* Reviewing a loss mitigation sample on a daily basis by a quality

* Comparing errors identified by the IRG to exception reporting to ensure

* Tracking daily the entire population (instead of a sample) of loans that

* Resolving a system glitch to ensure multiple letters can be sent to

complete
and testing

resumes

* The Monitor determined that
the CAP was complete.

* Testing of Metric 19 resumed
during test period five, which
was the cure period.

* Wells Fargo reported, and the
Monitor confirmed, a “pass”
for Metric 19 in test period
five (the cure period) and
test period six.
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