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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  



Dealing with the After Effects of a Mortgage Crisis

9

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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Dealing with the After Effects 

of a Mortgage Crisis

Consolidating Lending Back Offices

Presenter:

Rita Roy

Fiserv eMortgage Development
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Separate Organizations and Disparate Technology Solutions

Traditional Lending Operation



Dealing with the After Effects of a Mortgage Crisis

21

Mortgages, Closed-end Seconds, Home Equity Lines, 

Unsecured Lines, Installment Loans, Indirect Loans, Leases

Single-platform Lending Operation
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See All Loan Relationships

Mortgage

Mortgage
Credit

Line

Credit

Line
Installment 

Loan
HELOC

HELOC

Borrower 1

Borrower 2 Indirect 

Financing

Indirect 

Financing

Installment 

Loan

Better assess credit capacity for workouts

Minimize risk with default capabilities 
for all products
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Dealing with the After Effects 

of a Mortgage Crisis

Maximizing Efficiency with 

Electronic Processes
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Document Custody Evolution

1. Paper, paper everywhere

2. Imaged documents for everyday work needs; 

some OCR; but paper original kept

3. eSigned original documents 

exchanged; electronic quality 

control
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eMortgages – eDocument Custody

At a minimum: 

An electronic Note that is 
signed electronically and 
registered with the 
MERS® eRegistry

OR eSigned 
modification/workout 
documents

Hybrid approach: 
Some documents are 
eSigned, some are 
signed on paper 
(example: recordable 
documents)

As many documents 
are eSigned as 
possible; the 
remainder imaged for 
a paperless loan file

eSigned 

doc(s)

Paper 

docs

Paper 

docs
eSigned 

docs

eSigned 

docs

Imaged 

docs

U
s
e
 o

f 
e
S

ig
n

in
g

Use of imaging
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Legal and Business Process Standards

• ESIGN – the federal law signed in 

2000

• UETA – a uniform standard state 
law adopted in 48 jurisdictions 
(remaining states passed their own 
versions)

• What both laws essentially 
say:

– A document (record) or a 
signature can be in electronic 
form 

– Neither can be denied 
enforceability solely because 
they are in electronic form

– eSign is an “opt-in” decision

• What neither law says
– Format of the electronic record 

or signature to be used

• Common Standards

– SPeRS

– NARA Federal document 
management guidance

– W3C and other open 
technical standards

• Mortgage Industry 
Standards

– Mortgage industry specific 
standards for: 

• Data

• Documents

• Inter-system messaging

– MERS® eRegistry and 
eDelivery
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ROI of eSignatures = Instant Gratification

Using electronically signed 

documents provides 

instant transporting of 

documents between:

Borrowers, 

Closing agents,

Document custodians, 

Warehouse lenders,  

Investors and Servicers.

Here’s the closing package 

from the closing that finished 

five minutes ago.

http://images.google.com/imgres?imgurl=http://lh4.ggpht.com/_VI3Drg8V7p4/R7JpBtx7lvI/AAAAAAAAD5I/maK2I6oVZPU/IMG_4281.JPG&imgrefurl=http://picasaweb.google.com/lh/photo/ErbxVJJtfPWzT-C8fjKcDQ&h=1200&w=1600&sz=21&hl=en&start=11&um=1&tbnid=Y7uubORZjmam-M:&tbnh=113&tbnw=150&prev=/images%3Fq%3Dstar%2Btrek%2Btransporter%26imgsz%3Dhuge%26ndsp%3D20%26um%3D1%26hl%3Den%26sa%3DN
http://images.google.com/imgres?imgurl=http://cache.eb.com/eb/image%3Fid%3D79577%26rendTypeId%3D4&imgrefurl=http://original.britannica.com/eb/art-73060/Bones-McCoy-Captain-Kirk-and-Spock-in-the-transporter-room&h=450&w=516&sz=45&hl=en&start=4&um=1&tbnid=kPdrIqSbK-N1rM:&tbnh=114&tbnw=131&prev=/images%3Fq%3Dstar%2Btrek%2Btransporter%26imgsz%3Dsmall%257Cmedium%257Clarge%257Cxlarge%26ndsp%3D20%26um%3D1%26hl%3Den%26sa%3DN
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ROI of SMARTDocs = Automation

A document that is 

100% readable 

by computers and 

humans
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eSignatures – Not Just for Closing

“The main draw of e-signature services is cost savings and convenience.

Instead of sending documents back and forth between parties via fax or 

overnight mail so that everyone can sign original documents, e-signatures 

allow the whole process to be done online.”

The Wall Street Journal

July 3, 2007
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eDocuments Eliminate Headaches

Ink-signed documents eSigned documents

• Late or missing courier/ 

overnight packages

• Exchanged instantly

• Missing documents • No missing documents

• Missing signatures • No missing signatures

• Unauthorized changes to 

documents

• No changes to documents
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The 3 Pillars of Paper-free Lending

Keep documents in 

natively electronic 

format whenever 

possible; use 

eSignatures.

Image all paper 

documents on 

receipt, using 

meaningful 

document file names.

Incorporate 

automated handling, 

queuing and review 

of imaged and 

natively electronic 

documents.
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The Paperfree Return

Imaged Document 

Advantages

On demand instant availability

Access by multiple parties

Increase productivity

Reduce hard costs

Automate document filing, routing, 

and queuing workflow

Automate QC document tracking, 

receipt, and overall file 

completeness

Electronic Delivery/eSign 

Advantages

All imaged document advantages, 

and: 

Retain control of documents

Tamper-evident document security 

Fastest execution and return of 

documents

Automate document delivery and 

additional QC review

eNotes – instant-from-closing-

table liquidity in secondary market
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NARA: Trustworthiness of Records

For more information see http://www.archives.gov/records-mgmt/policy/electronic-signature-technology.html

NARA Quality Ink Signed Documents eSigned Mortgage 

Documents

Reliability Signatures Signatures, MERS eRegistry

Authenticity “Spit test” 

Hopefully no changes 

during lifecycle

Signatures, Tamper evident 

seal, MERS eRegistry 

Integrity Staple other documents 

to it

Signatures, Tamper evident 

seal, MERS eRegistry

Usability Have to manually review 

and store the documents

Easy access; instant 

exchange with partners; data-

view mapping

http://www.archives.gov/records-mgmt/policy/electronic-signature-technology.html
http://www.archives.gov/records-mgmt/policy/electronic-signature-technology.html
http://www.archives.gov/records-mgmt/policy/electronic-signature-technology.html
http://www.archives.gov/records-mgmt/policy/electronic-signature-technology.html
http://www.archives.gov/records-mgmt/policy/electronic-signature-technology.html
http://www.archives.gov/records-mgmt/policy/electronic-signature-technology.html
http://www.archives.gov/records-mgmt/policy/electronic-signature-technology.html
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eDocument Custodian Needs

• eVault

For securing eSigned documents, 

especially transferable records (collateral); 

Providing custodial access;

May also provide eQC functions

• Connectivity to MERS®

eRegistry and eDelivery 

systems  

For verifying eSigned documents if 

required, 

and receiving/ delivering documents
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New Process = New Opportunities

– Besides internal efficiency…

– Potential niche market share opportunities: 

• As eMortgage supporting warehouse lender

• As eMortgage supporting investor (purchasing them for resale)

• As eMortgage supporting document custodian

• As eMortgage supporting servicer
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Thank You!


