
Loss Mitigation Options 

and Strategies

Bill Garland

Senior Vice President

Fiserv Portfolio Services



2

Loss Mitigation Options and Strategies

2

Current Market Conditions

• Gross domestic 
product ahead 
of forecast

• Stable to 
declining 
interest rates

• Existing home 
sales up

The Good

• Personnel 
consumption 
expenditures 
decline

• Marketing 
times at record 
levels

• Corporate 
profits decline

The Bad

• Foreclosure and 
distressed sales 
are up

• Pay option arms 
resetting

• Fraud incidence 
growing

• Declining 
property values

The Ugly
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Mortgage Sector Impact

• Volume down

• Delinquency up

• Profits down

• Liquidity absent

• REO at record levels
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Must Be Present To Win

• Modeling results

• Be proactive

• Leverage analytics

• Know your borrower

Survival 

Strategies

• Improve credit quality

• Lower costs

• Manage risk

• Engage borrower

Survival 

Tactics
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Loss Mitigation

vs

Home Retention
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Action Steps

• Forecast defaults

• Borrower interview

• Fulfillment

• Surveillance
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Portfolio Analysis

• Performing Loans

» Portfolio predictive delinquency assessment 

“PRISM” 

(Predictive Risk Index Scoring Modeling) 

» Identify assets at risk of delinquency

» Forward looking “preventative” 

solution to stay ahead of delinquency curve

» Limited data needed from servicer/client
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• PRISM integrates Moody's Economy.com fully 

specified equilibrium forecasting model for single-

family homes

• Leverages CSI data

• Identifies and incorporates long-term influences on 

home prices, including:

» Demographics

» Income trends 

» Joblessness 

» Changes in mortgage rates 

Price Forecasting  
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Delinquent Loan Management
Right Staffing Options

• Delinquent Loans

» Outsourced loss mitigation 

solution

» Assess, augment and/or replace 

lenders loss mitigation program

» Outsource support for all loss 

mitigation 

resolutions: repayment plans, 

forbearance, modifications, deed 

in lieu, short sales

» Experience in GSE modification 

programs

» Proven methods for superior loan resolution

» Variable cost, reduces overhead expense

» Streamlines loss mitigation process for greater 

efficiency
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Borrower Engagement

• Special contact programs 

» Special product offers, e.g. gas cards

» Custom campaign options

» Sweepstakes

» Loan counseling supporting home retention 

solution

• Variety of channels used

» Personalized landing pages, e-mail, direct mail, 

phone

» Network of resources

• Borrower contact, property visits, investigative 

procedures

• Licensed debt collector in 50 states

• Bilingual expertise both internally & through 

attorneys

• Nationwide network of criminal investigators
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Borrower Engagement
Web Sites

• Secure micro-sites to match lender’s web site

• Streamlined content management to deliver general 

and specific program information

• Optimized for multiple contact options 

» Contact forms with auto-response and auto-

forward logic

» Live click-to-chat capabilities

» Direct call-to-action plus return links back to 

lender site

• Spanish version
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Borrower Engagement
Web Sites

• Multiple service levels (can be phased)

» Static micro-site with contact forms

» Dynamic portal with registered users

» Interactive application with rules-based loan 

modification decisioning
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Web Site Support for Home Retention 
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HRM Fulfillment Overview

• Fulfillment Tasked Elements

» Document Creation/Preparation

» Document Data Element Calculations/Quality 

Control

» Document Shipment

» Call Center/Campaign – Inbound/Outbound

» Document/Package Tracking

» Skip Tracing

» Package receipt Quality Control

» Document Imaging

» Custodial Management
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Program Development Process

• Project

» Definition

» Business Rules

» Solution Management

• Delinquent Interest

» Methodology

• Approval Process

» Loan Level Calculation

• Approval Process

• Capitalization

» Methodology

• Approval Process

» Loan Level Calculation

• Approval Process
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Program Development Process

• Program Letter

» Sample Draft

» Letter Customization

» Loaded into Case Management System

» Sample Approval Process – Text

• Modification Documents & Riders

» Sample Documents/Riders Draft

» Document Customization

» Loaded into Case Management System

» Sample Approval Process – Text

• Draft Program Documents

» Data Merged into Documents

» Draft Approval Process
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Program Management

• Documents

» Letter

» FAQ

» Modification 

Document

» Riders

» Bar Code

• Fulfillment – Stage 1

» Printing

» Collating

» Shipment

» SLA – 7 Days

• Call Center

» Inbound

» Outbound

» SLA – 10 Days

• Skip Tracing

» SLA – 12 Days

• Fulfillment – Stage 2

» Quality Control

» Package Tracking

» Imaging

» Exception Processing

» Document Custodial 

Management
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Surveillance Process

• Confirm loan recast completed

• Confirm correct billing

• Confirm borrower understanding

• Track early payments

• Maintain borrower contact
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Financial Considerations 

• Recover servicing and escrow advances

• Reduce delinquency advance obligation

• Reduce non-performing assets

• Reduce reserve requirements

• Reduce REO inventory
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