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Current Market Conditions

• High default rates

• Push to do more to keep customers in homes

• Media attention on industry

• Community stabilization concerns

• Treasury intervention

• Depreciating property values

• Tightening of underwriting standards 

• Economic Hardships
» Under-employment / Unemployment
» Loss of Small Business Sector
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Industry Challenges

• Increase in Delinquencies
» Modification Fall-outs & Re-defaults
» More drive towards Short Sales & Deed-in-Lieu

• Foreclosure Moratoriums & Other Delays

• Complexities of Multiple Investor Rules
» Changes in the rules without time to prepare for appropriate 

system enhancements
» Junior lien holders
» MI companies

• Government Programs

• Regulatory Reviews
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Servicing Challenges

• Increase in Volume
» Bulging collection, foreclosure & loss mitigation pipelines

• Consumer & Broker Demands

• Media and Consumer Groups

• Multiple Investors & MI Companies

• Jr. Lien Holders

• New Government Programs
» HAMP and HAFA new to the industry 

• Slow Technology Adoption of Workout Solutions

• Resource Management
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Solutions

• Focus on Proactive Marketing Campaigns for Loss 
Mitigation

• Increase Delegation Authorities from GSE’s and Investors 
and MI Companies

• Partnership with Junior Lien Holders

• Realtor and Lending Relationships

• Outsourcing Initiatives for Overflow Capacity

• Development of Technology to Simplify Loan Workout 
Solutions

• Workflow Management
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HAMP

Loss Mitigation IAM Features

LMCC / LCA Front End Process 

LM Processing & Underwriting

Reports & Process Flow



7

HAMP Workflow

• Custom NT Groups for Security

• Search Function

• Qualifications via Admin Page

• Waterfall Parameters

• History

• Comments

• Dashboard View

• Terminal Queues
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HAMP Waterfall

Step 1:  Principal Forgiveness
-The amount of unpaid principal balance minus X%.
-LTV ≤ 95% = 0%, 96% - 110% = 4%, 111% - 119% = 8%,  120% + = 18% 
-If 31% HTI is not met, proceed to next step

Step 2:  Reduce Interest Rate
-Identify starting rate:

-Index + margin – if either is 0, proceed to next step
-Interest rate in effect

-Rate floor is 2%
-If 31% HTI is not met, proceed to next step

Step 3:  Extend Term
-Begin with remaining term; extend up to maximum of 480 months
-Month by month term extension
-If 31% HTI is not met, proceed to next step

Step 4:  Principal Forbearance
-Amount of unpaid principal balance minus the balloon payment (if allowed) 

-Must be ≥ 100% LTV
-Solve for payment at 31% HTI
-If 31% HTI is not met, then a product is not found

Non GSE
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HAMP Waterfall

Step 1:  Capitalize
-Accrued Interest + Escrow + Corporate Advance = Capped Amount
-If 31% HTI is not met, proceed to next step

Step 2:  Reduce Interest Rate
-Identify starting rate:

-Index + margin – if either is 0, proceed to next step
-Interest rate in effect

-Rate floor is 2%
-If 31% HTI is not met, proceed to next step

Step 3:  Extend Term
-Begin with remaining term; extend up to maximum of 480 months
-Month by month term extension
-If 31% HTI is not met, proceed to next step

Step 4:  Principal Forbearance
-Amount of unpaid principal balance minus the balloon payment (if allowed) 

-Must be ≥ 100% LTV
-Solve for payment at 31% HTI
-If 31% HTI is not met, then a product is not found

GSE
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HAMP Workflow

Loss Mitigation Call Center
Loan Counseling Admin
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HAMP Workflow
• For inbound or outbound calls, originator asks the borrower for the 

loan number
• Product qualifications / conditions are programmed in IAM for the 

end user to review the borrower’s eligibility from the initial interview
• Once a loan number is entered, the Loan Information screen opens

» Originator validates the loan information, discusses the program offer, 
and asks if the borrower is interested  

• If interested, the loan is submitted to complete the Loan Information 
Worksheet

• Originator validates the loan and borrower information on the loan 
info screen.  The Waterfall determines product eligibility
» If the loan qualifies for a product, the loan terms will populate on the 

worksheet tab  
» If no product is found, then the loan may be reviewed for other workout 

options
• Upon completion of the interview with the borrower, HAMP Income 

documents are generated out of the Document Queue
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HAMP Workflow
Once a loan number is entered, the Loan Information screen will open.  The originator will validate the loan information, 
discuss the program offer, and ask if the borrower is interested.  If interested, the loan will be submitted to complete the
Loan Information Worksheet.
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HAMP WORKFLOW

Loss Mitigation Processing
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HAMP Workflow
Doc Tracker Tab
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HAMP Workflow

Loss Mitigation Underwriting
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Loss Mitigation Underwriting

• Income Calculation Worksheet

• HAMP Deal Desk Queue

• NPV Model
» Built by WFHM Capital Markets based on the guidance from 

Treasury and FNMA
» Approved by MHA Compliance, with no changes made subsequent 

to approval
» Model compares a mod scenario to a no mod scenario 

• Processor Call Back Queue
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HAMP WORKFLOW

Default Reports & Process Flow
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Default Reports

• Admin Dashboard Tool screen is utilized to view loan 
status by Queue, Age, and Employee Workload
» Work by employee reports
» Pipeline reports
» Fulfillment reports
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Process Flow
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SHORT SALE DECISION TOOL

Streamlined Decision Model utilizing
Integrated Application Menu (IAM) Workflow
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Short Sale Decision Tool

• Custom decision parameters based on:
» Property Location
» Sales Price to Value
» Closing Costs

• Change in value estimated calculation

• Comparison of Short Sale to REO Loss Severities

• Signing authority indicator based on financial 
parameters
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Short Sale Decision Tool
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Short Sale Decision Tool
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Valuations / Phase I & II

Automated Valuations Model utilizing 
Integrated Application Menu (IAM) Workflow
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Automated Valuations / Phase I

• IAM Valuation Request Application
» Improved appraisal ordering processes

• Reduction in duplicate appraisal requests
› During the 1st 30 days, reduced appraisal expenses by 17% 

• Automation of bulk ordering uploading into the servicing system
› Improvement in turn-around time on receipt of incoming appraisals 
› Reduction in data entry error
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Automated Valuations / Phase II

• Rules engine to proactively order property valuations

• Valuation reporting
» Ability to manage new valuation requests and monitor service 

levels
» Ability to view new reports regarding valuations ordered on 

• Marketing integration

• Query tools
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Wrap Up
• Challenging times for the industry

• Investment in resources and technology

• Improve turn times and service levels

• Meet performance expectations of investors

Questions?


	����������Workflow Management�Servicer’s Perspective
	Current Market Conditions
	Industry Challenges
	Servicing Challenges
	Solutions
	HAMP
	 �HAMP Workflow
	HAMP Waterfall
	 HAMP Waterfall
	HAMP Workflow
	HAMP Workflow
	 HAMP Workflow
	HAMP WORKFLOW
	HAMP Workflow
	HAMP Workflow
	Loss Mitigation Underwriting
	HAMP WORKFLOW
	Default Reports
	Process Flow
	SHORT SALE DECISION TOOL
	 Short Sale Decision Tool
	Short Sale Decision Tool
	Short Sale Decision Tool
	Valuations / Phase I & II
	Automated Valuations / Phase I
	Automated Valuations / Phase II
	Wrap Up

