
  
` 

 

 

 

 WHITE PAPER                                                                                                                                                    JULY 2014 

  

 

Mortgage Servicers Utilize Proactive Communication 
to Defend Reputation and Protect Income 

 

 
 

 

The pool of originations is drying up as interest rates increase and therefore customer 

retention is ever more valuable. This paper explains the threat to mortgage servicers from 

online originators and from unnecessary complaints to the CFPB and other regulatory 

agencies. It will show how servicers are presently underutilizing the Internet to protect 

their business and how servicers can practice proactive borrower communication for self-

defense and revenue generation. 

 

Proactive borrower communication will: 

 

 Retain borrowers who are otherwise going to refinance.  

 Protect reputation risk by reducing unnecessary complaints to the CFPB.  

 Enhance mortgage servicers’ knowledge of borrowers concerns.  

Protect borrowers and generate new revenue.   

 Demonstrate to investors and regulatory bodies that a servicer is taking a proactive 

approach to resolving borrower inquiries, complaints and concerns. 

 

 
 

 
 

AboutYourMortgage.com LLC is seeking to license our patent so select licensees 

can manufacture and distribute the “Method for Mortgage Customer Retention” to 

the public. Selected companies will have exclusive rights to a lucrative revenue 

stream that adds a completely new dimension to conventional online mortgage lead 

generation. The company’s online mortgage lead generation business will increase 

revenues by providing borrowers valuable choices that your competition will not be 

able to duplicate. 
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SUMMARY: 
 

Part 1) Introduction to the first of several reasons, distributed throughout this paper, why all borrowers who are 

online considering refinancing should be encouraged to discuss all options with their current mortgage servicer 

first. Servicer Face Real Threats from Online Mortgage Lead Generators.  Introduction to a Patented “Method 

for Mortgage Customer Retention” 

 

Part 2)   
A.  Reputational Risk – A Closer Look at CFPB Servicing Complaints 

B.  An Illustration of a Miscommunication Complaint to the CFPB 

C.  The Role of Mortgage Servicers Today 

D.  Conclusion 

E.  Next Steps 

  
I have been a mortgage banker for twenty five 

years, spent nearly half my career as a loan 

originator and the rest in various levels of 

management. Like most loan originators, the 

majority of my income has been based on 

commissions from the mortgages I closed every 

month.  I have always had good relationships with 

my employers’ mortgage servicing departments 

because when I directed borrowers to servicing 

departments they almost always had their problems 

resolved. In 1992 I was working at Barnett Bank 

and Kelly in our loan servicing department told me 

about re-amortizing. It then cost $150 to re-

amortize versus what often was thousands of 

dollars in refinance expenses. The downside, for 

me, was that re-amortizing could only be completed 

by the mortgage servicing department and I would 

not be paid my commission. She taught me that re-

amortizing (now often called recasting) was a 

win/win for the borrower and the bank. This was 

the servicing department’s solution if a borrower 

had paid down their mortgage and just wanted 

lower payments. It was usually the best answer 

when current rates were higher than their present 

loan, as is true for many mortgage loans today. 

Instead of paying the loan off early the loan would 

be re-amortized to the original payoff date. From 

that time forward, if I believed re-amortizing was 

the best solution for a borrower, I sent them to 

servicing. I was sometimes out a sizable 

commission but figured I would make it up in 

referrals from happy customers. Guess it’s not 

surprising that I have never had much luck 

convincing my fellow commission based loan 

officers that sending borrowers to the servicing 

department for re-amortizing was a good idea. I 

have had several other positive experiences sending 

borrowers to servicing departments, including 

many successful mortgage modifications where 

interest rates were lowered. My experiences gave 

me the idea that: All borrowers who are considering 

refinancing should be encouraged to discuss all 

options with their mortgage servicer’s customer 

care specialist first. Fourteen years ago, when I 

decided to patent this idea, servicers didn’t have 

customer care specialists, the Internet was just 

beginning to be seen as a threat to customer 

retention, there was no CFPB and nobody was 

talking about: deceptive and illegal mortgage 

servicing practices that pushed families into 

foreclosure and devastated communities across the 

nation.  My “Method for Mortgage Customer 

Retention” was approved by the United States 

Patent Office in February of 2014 and it expires in 

October of 2027.  Tim Allen, CMB 
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Servicers Face Real Threats from Online Mortgage Lead Generators 

For many of us the Internet is our primary source of 

information and communication. So it should be no surprise 

to hear that borrowers are increasingly using online mortgage 

lead generators as their primary source of mortgage “facts”.  

Online mortgage lead generators do a terrific job of 

generating mortgages,  but the only purpose of the online 

mortgage lead generators message is to generate leads, 

period. The online mortgage lead business has changed 

dramatically in the past several years and with the arrival of 

phone apps and online navigation these companies are now 

even better at delivering their message.  

  

The pool of originations is drying up as interest rates increase 

and therefore customer retention is ever more valuable.  
Online mortgage lead generators typically sell each lead to 

multiple loan originators who then compete with each other 

to get the mortgage application. Some are great loan 

originators, some are not experienced, 

and some are good sales people who are 

desperate for business and will tell 

borrowers anything to win a mortgage 

application. The Mortgage Bankers 

Association forecasts annual origination 

volume for 2014 will be $1.1 trillion, 

down from $1.75 trillion in 2013," the 

lowest overall annual total since 2000. 

Mortgage interest rates have been stable 

since the start of the second half of 

2012 and rising in the last twelve months, so borrowers have 

less of an incentive to refinance, and this is creating many 

desperate loan originators. Yet, there is almost no data 

available regarding the risk of online mortgage lead 

generators on borrower early payoff behavior and the way 

they shape attitudes towards their lenders and servicers.  

 

Tree.com is the parent of LendingTree and several 

businesses that connect borrowers to lenders. They focus 

on Internet marketing and developing mortgage leads.  In 

the 4
th

 quarter of 2013 Tree.com’s revenue totaled $36.4 

million, up from $23.9 million in the prior year's fourth 

quarter. About 84 percent of its revenue for the fourth 

quarter of 2013 came from mortgage products. 

Tree.com’s Chairman and CEO Doug Lebda said, in the 

company's news release concerning its financial results, 

"In an environment in which mortgage originations 

continue to decline significantly, we believe the role of 

our performance-based marketing services takes on 

greater importance for lenders, as indicated by the activity 

on our exchange." And Mr. Lebda proved himself correct 

– continuing the divergence from overall market trends, 

revenue at Tree.com from mortgage products alone was 

34.2 million - up 35% in the first quarter of 2014 over the 

same period last year, while in the total mortgage market 

originations fell by 50% during this time.   

  

Not all online lead generators play as fair as Tree.com. In 

the news: May 8, 2014 - Mortgage Lead Generator will 

Pay $225,000 to Settle FTC Charges That It Deceptively 

Advertised Mortgage Rates. The FTC charged that 

GoLoansOnline.com, a Houston, Texas-based lead 

generator that operates several websites that advertise 

mortgages, advertised low interest-rate loans as fixed-rate 

mortgages, when in fact they were adjustable-rate 

mortgages that could become more expensive for 

borrowers over time. The company also allegedly failed 

to include important disclosures, such as the annual 

percentage rate, amount of down payment, and repayment 

terms that figure into the advertised payment amounts and 

interest rate. According to the FTC’s complaint the ad 

below was on the company’s website:  

 

 
 

 

A link to the full FTC press release is below: 
http://www.ftc.gov/news-events/press-releases/2014/05/mortgage-

lead-generator-will-pay-225000-settle-ftc-charges-it 

 

It is clearly time for mortgage servicers to proactively 

employ the Internet as a strategic borrower customer 

retention and communication tool. Bank and nonbank 

mortgage servicers need to get ahead of the risk from online 

mortgage lead generators on borrower early payoff behavior. 

And they need to get ahead of the new regulatory scrutiny as 

the CFPB’s onslaught on mortgage servicers' operations 

increases the pressure to improve processes and 

communications with borrowers.  

 

 

It is clearly time for mortgage 

servicers to proactively employ 

the Internet as a strategic 

borrower customer retention 

and communication tool. 

 

http://www.ftc.gov/system/files/documents/cases/140508goloanscmpt.pdf
http://www.ftc.gov/system/files/documents/cases/140508goloanscmpt.pdf
http://www.ftc.gov/system/files/documents/cases/140508goloanscmpt.pdf
http://www.ftc.gov/news-events/press-releases/2014/05/mortgage-lead-generator-will-pay-225000-settle-ftc-charges-it
http://www.ftc.gov/news-events/press-releases/2014/05/mortgage-lead-generator-will-pay-225000-settle-ftc-charges-it
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LendingTree claims to have invented the online mortgage lead generation market in 1998  
 

Today there are numerous online mortgage lead 

generators convincing borrowers to refinance with 

different lenders to get the best interest rate. Some of 

these companies have revenues in the hundreds of 

millions of dollars and combined they have 

generated hundreds of billions of 

dollars in refinances for 

mortgage lenders and brokers by 

convincing borrowers it’s time 

to refinance. Many borrowers 

would not refinance if they truly 

understood the loan they already 

have and other options available to 

them. But who is there to explain to borrowers the loan 

they already have?   

Patent law specifies that inventions must be 

“useful”, which means have a useful purpose and 

must be sufficiently different from what has been 

used or described before that it may be said to be 

nonobvious to a person having ordinary skill in the 

area of technology related to the 

invention. The idea that led to the 

“Method for Mortgage Customer 

Retention” patent – and deemed 

useful and nonobvious by the 

United States Patent Office is: 

Borrowers who are online 

considering refinancing should 

have easy access to discuss all options with their 

present mortgage servicer first. 
 

 

Patented “Method for Mortgage Customer Retention” 
 

 

AboutYourMortgage.com’s “Method for Mortgage 

Customer Retention” process is patented and the 

reputational risk resulting from working with any 

company that may be infringing on a patent protects 

our business model. The “Method for Mortgage 

Customer Retention” patent provides a proactive 

mechanism for improving loan servicing borrower 

communication and retention by capturing 

borrowers who are about to 

refinance, via web capture, 

directing them to a free Internet 

portal. The portal connects them, 

via a database, to their mortgage 

servicer, and provides them with a 

valuable connection to a customer 

care agent to advise them of all 

options and tools they have 

available to them. When 

implemented properly this process will increase 

customer retention, increase customer satisfaction 

and decrease the miscommunication complaints to 

the CFPB.  

 

Most existing servicing retention methodologies and 

products are targeted toward customer retention are 

external to the customer. Those techniques 

concentrate on assessing the time when a customer is 

likely to refinance, and contacting customers in an 

effort to provide new loans. By itself, this is a 

somewhat controversial activity, as it might be 

viewed as solicitation by an investor in the loan. 

When mortgage loans are securitized, the standard 

servicing agreement prohibits the servicer from 

soliciting the customer to refinance.  

While there are many sites on the Internet offering 

online mortgages, this patented “Method for 

Mortgage Customer Retention” permits the exclusive 

capture of mortgage customers 

who may be taking steps online 

to refinance, find mortgage 

information, or file a complaint 

with the CFPB, and refer them 

back to their current mortgage 

servicer or the servicer’s 

directed company. The 

mortgage servicer’s customer 

care agent will ask questions 

and, depending on the borrowers’ needs, may provide 

mortgage calculators, a home equity loan, refinance, 

mortgage modification, biweekly mortgage, escrow 

analysis, re-amortization or other products and 

services offered by the mortgage servicer or the 

servicer’ designated company – finding solutions that 

may be better for a borrower’s particular situation 

than refinancing. In short, this process finds missed 

opportunities and turns them into win/win outcomes 

for both borrowers and servicers.  

AboutYourMortgage.com’s 

“Method for Mortgage Customer 

Retention” process is patented and 

the reputational risk resulting from 

working with any company that 

may be infringing on a patent 

protects our business model. 

 

Many of these borrowers 

would not have refinanced 

if they truly understood 

the loan they already had. 
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Mortgage Servicer Benefits of the                     

"Method for Mortgage Customer Retention" 

1. Provides Servicers the opportunity to retain 

servicing revenue by providing borrowers the 

facts about their existing loan that loan 

originators do not provide to borrowers; such as 

amortization tables and closing cost 

comparisons.    

 

2. Provides an opportunity to capture additional 

product and cross-sale revenue opportunities 

such as, refinance, home equity loans and lines, 

bi-weekly mortgages, mortgage modification, 

escrow analysis, short sales, and other products 

and services. 

 

3. Provides Servicers a direct link from the 

mortgage borrower to the Servicers customer 

retention personnel, bypassing commissioned 

retail sales personnel. 

 

4. Protects Servicers reputation risk by providing 

critical communication that reduces unnecessary 

complaints to the CFPB.  

 

5. Provides Servicers the ability to demonstrate to 

investors and regulatory bodies that the servicer 

is taking an additional proactive approach to 

resolving consumer inquiries, complaints and 

concerns.  

 

6. Protects Servicers reputation risk by providing 

critical communication that reduces unnecessary 

complaints to the CFPB that often result in major 

fines and reputational damage.  

 

7. Provides Servicers a valuable additional 

Intercept link, redirecting delinquent borrowers 

to work out delinquency/foreclosure issues 

directly with their servicer. 

 

8. Provides Servicers the opportunity to save 

borrowers hundreds or even thousands of dollars 

in refinancing fees utilizing calculators, 

mortgage modification, or recasting which 

benefits both borrower and servicer. 

 

 

Borrower Benefits of the                                            

"Method for Mortgage Customer Retention" 

1. Borrowers learn the facts about their existing 

loan that loan originators do not provide to 

borrowers - such as amortization tables and 

closing cost comparisons.    

2. Provides Borrowers the opportunity to save 

borrowers hundreds or even thousands of dollars 

in refinancing fees utilizing calculators, 

mortgage modification, or recasting which 

benefits both borrower and servicer. 

3. Provides an upgraded understanding of all 

options available including but not limited to 

mortgage calculators with their present loan 

information included, refinancing, loan 

comparison calculators, mortgage modification, 

bi-monthly payment programs, escrow analysis, 

re-amortization (recasting), short sales, home 

equity loans, advice, and other products and 

services. 

4. Provides a method for the borrower to quickly 

discover their new mortgage servicer after 

servicing has been transferred. 

5. Provides the borrower the opportunity to discuss 

concerns and resolve issue directly with their 

servicer before, or instead of, submitting a 

complaint with the CFPB, or other regulatory 

body or the press. 
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Until now, there has never been a highly defined path that effectively utilizes the Internet to lead borrowers 

directly to their mortgage servicer - despite how many times the servicing may have changed.   

 

The “Method for Mortgage Customer Retention” protects reputational risk and retains borrowers who are 

otherwise going to refinance elsewhere. It provides a blue ocean opportunity to increase market share 

within the mortgage market place.  Blue oceans denote all the industries not in existence today – the 

unknown market space, untainted by competition. In blue oceans, demand is created rather than fought 

over. There is ample opportunity for growth that is both profitable and rapid.  
 

Diagram below is the master roadmap of “Method for Mortgage Customer Retention”.  

 
 

 

To view the entire AYM-101 US Patent # 8660939 “Method for Mortgage Customer Retention” 

Hyperlink to US Patent & Trademark Office:  http://patft.uspto.gov/netahtml/PTO/patimg.htm 

Then type patent number: 8660939 then select “Full Pages” 

 

 

 

A customer retention example: Anne went online 

looking to refinance.  She saw a website that said: 

Want to find out what your mortgage servicer 

will do to keep your business? She went there and 

spoke with customer care agent who, in reviewing 

Anne’s current mortgage, saw that the Anne is 

already 4 years into a 15 year mortgage. She 

showed Anne her mortgage’s amortization 

schedule and Anne saw that a larger percentage 

of her monthly payment was now being applied 

to principal reduction than when her mortgage 

first began. Anne then used a refinance 

calculator, provided by the customer care agent, 

which took into account, interest rate, closing 

costs, and loan terms of the new mortgage and 

compared them to her existing mortgage. Armed 

with all the facts - Anne determined that keeping 

her present mortgage was her best option.   

http://patft.uspto.gov/netahtml/PTO/patimg.htm
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Part 2 
 

A.  Reputational Risk – A Closer Look at CFPB Servicing Complaints 

B.  An Illustration of a Miscommunication Complaint to the CFPB 

C.  The Role of Mortgage Servicers Today 

D.  Conclusion 

E.  Next Steps 
 

 

Reputational Risk - A Closer Look at CFPB Servicing Complaints  
 

Reputation risk - is a risk of loss resulting from damages 

to a firm's reputation, in lost revenue; increased 

operating, capital or regulatory costs; or destruction of 

shareholder value, consequent to an adverse or 

potentially criminal event even if the company is not 

found guilty. In recent years penalties imposed by the 

federal government on mortgage lenders and servicers 

have reached unprecedented levels in the billions of 

dollars, here are some examples: 

In February of 2012, the federal government and 49 state 

attorneys general reached a landmark $25 billion 

agreement with the nation’s five largest mortgage 

servicers: Ally/GMAC, Bank of America Citi, JPMorgan 

Chase and Wells Fargo, to address mortgage loan 

servicing and foreclosure abuses. The agreement 

provides substantial financial relief to homeowners and 

establishes significant new homeowner protections for 

the future.  

 

“This agreement – the largest joint federal-state 

settlement ever obtained – is the result of unprecedented 

coordination among enforcement agencies throughout 

the government,” said Attorney General Holder.  “It 

holds mortgage servicers accountable for abusive 

practices and requires them to commit more than $20 

billion towards financial relief for consumers.  As a 

result, struggling homeowners throughout the country 

will benefit from reduced principals and refinancing of 

their loans.  The agreement also requires substantial 

changes in how servicers do business, which will help to 

ensure the abuses of the past are not repeated.”  

 

In March 2014, Ocwen Loan Servicing entered into an 

agreement with the CFPB to provide $2 billion in first 

lien principal reduction to underwater borrowers and to 

pay $125 Million in cash to foreclosed homeowners. 

This agreement was modeled on the National Mortgage 

Settlement (referenced above). In June 2014, SunTrust 

agreed to pay nearly a billion dollars in a settlement with 

the government over charges that it failed to comply 

with standards required for federally backed mortgages. 

SunTrust agreed to provide $500 million in relief to 

struggling borrowers, $418 million to the Department of 

Justice, give $40 million in restitution to roughly 48,000 

improperly foreclosed borrowers and pay an additional 

$10 million fine to the government. In July 2014, 

Citigroup announced that it will pay roughly $7 billion 

to settle the U.S. government's accusations that it misled 

investors about the quality of mortgage securities it sold 

during the period immediately preceding the financial 

crisis. Clearly banks are struggling to comply with 

federal guidelines for mortgage servicing and that is 

leading them to exit the business en masse. This exodus 

is creating new opportunities for non-bank servicers who 

believe they can successfully fill that niche. 

CFPB Complaint Statistics:  
According to the CFPB Consumer Response Annual 

Report for 2013, 37% of all complaints received by the 

CFPB were mortgage related and a full 85% of all the 

mortgage complaints received were servicing related. 

 

 59% were problems when borrowers were 

unable to pay.  

 

 26% were common types of mortgage servicing 

complaints and addressed issues related to 

servicing, payments, or escrow accounts. 

 

What about performance? According to the CFPB 

annual report for 2013, in 66% of all mortgage cases 

filed, consumers did not dispute the company’s response. 

Just 7% closed with non-monetary relief and only 2% 

closed with actual monetary relief.  

 

The fact that consumers did not dispute the company’s 

response in 66% of all CFPB mortgage complaints filed 

is exceptionally significant and points to serious 

miscommunications. Many of these complaints to the 

CFPB would not have occurred if the "Method for 

Mortgage Customer Retention” discussed elsewhere in 

this paper was employed for reputation management. 

     

To see the entire Consumer Response Annual Report for 

2013 go to: 

http://files.consumerfinance.gov/f/201403_cfpb_cons

umer-response-annual-report-complaints.pdf

 

http://files.consumerfinance.gov/f/201403_cfpb_consumer-response-annual-report-complaints.pdf
http://files.consumerfinance.gov/f/201403_cfpb_consumer-response-annual-report-complaints.pdf
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An Illustration of a Miscommunication Complaint to CFPB 
 

Without proper property insurance, the lender is not 

covered in the event the property is damaged or 

destroyed. A forced place insurance policy protects 

lenders when borrowers let their homeowners insurance 

coverage lapse. The CFPB rules on borrower notice 

requirements before getting forced place insurance are: 

(a) A first notice at least 45 days before charging; (b) a 

second notice at least 30 days after first; and (c) a waiting 

period of 15 more days to receive proof of insurance. 

 

The Story:   David received a notice from his insurance 

agent that his homeowners insurance was going up $470, 

and so he decided not to renew his homeowners policy. 

David did not respond to the notices and phone calls from 

his mortgage servicer that his homeowners insurance had 

lapsed and they were going to have to force place 

insurance if he didn’t renew his policy. The servicer 

followed the CFPB rules correctly and got a forced placed 

insurance policy on the property.   
 

David went online looking to refinance with a new 

lender that did not require insurance. David was 

immediately contacted by several lenders who said they 

required homeowners insurance. One loan originator 

called and promised his company had no insurance 

requirements. That loan originator won David’s loan 

application. David completed the online application and 

sent all the documentation that the loan originator asked 

for, including copies of: two years tax returns, pay stubs, 

bank statements, social security card, driver’s license, and 

a $450 appraisal deposit. Many weeks later a loan 

processor called David and told him his appraisal was in 

and they now needed him to increase his homeowners 

insurance. David said his loan officer said he wouldn’t 

need homeowners insurance. She told him that his loan 

officer was new and must not have understood what he 

was asking for - because - all mortgage lenders will 

require that he keep a necessary amount of homeowners 

insurance." Hearing this, David withdrew his loan 

application and demanded, but did not get, his appraisal 

money back. 
 

David then went to his old insurance agent, had his 

homeowner’s policy renewed and notified his servicer, a 

week later, that he now had insurance. His servicer issued 

him a credit for the seven days that his forced placed 

insurance overlapped with his new homeowner’s 

insurance policy. Shortly thereafter David submitted two 

complaints with the CFPB. The first complaint was for his 

mortgage servicer regarding the insurance refund - David 

argued that he deserved credit for every day that the 

forced placed insurance was charged. The second 

complaint was for the refinance lender - he said they lied 

to him about their insurance requirements and so they 

owed him a refund for his appraisal fee.  

 

David also complimented the CFPB on how easy it was to 

find their website and file his complaint online.  

To see just how easy - go to this well-publicized CFPB 

website:  http://www.consumerfinance.gov/complaint/ 
 

 

Note: Per the CFPB Final Rule Official Interpretations as published on 2/14/2013: The CFPP requires mortgage 

servicers to meet certain procedural requirements for responding to written information requests or complaints of 

errors.  The rules, as specified by the CFPB, are listed below:  
 

The rule requires servicers to comply with the error resolution procedures for certain listed errors as well as any error relating to the 

servicing of a mortgage loan. Servicers may designate a specific address for borrowers to use. Servicers generally are required to 

acknowledge the request or notice of error within five days. Servicers also generally are required to correct the error asserted by the 

borrower and provide the borrower written notification of the correction, or to conduct an investigation and provide the borrower written 

notification that no error occurred, within 30 to 45 days. Further, within a similar amount of time, servicers generally are required to 

acknowledge borrower written requests for information and either provide the information or explain why the information is not available.  

After requesting that companies respond to complaints sent to them for response and giving borrowers the opportunity to review and 

provide feedback on company responses, CFPB Consumer Response prioritizes complaints for investigation based on a review of the 

complaint, the company’s response, and the borrower feedback. Consumer Response seeks to determine why a company failed to provide a 

timely response (if applicable) and whether the borrower’s feedback of the company’s response (if applicable) justifies additional review of 

the company’s minimum required actions under the consumer financial protection laws within the CFPB’s authority. In the course of an 

investigation, Consumer Response may ask companies and borrowers for additional information. In some cases, Consumer Response has 

referred complaints to colleagues in the CFPB’s Division of Supervision, Enforcement, and Fair Lending & Equal Opportunity for further 

consideration. 

 

An Alternative Story:  Upon receiving notice of forced-

placed insurance, David went online looking to refinance 

with a new lender that didn’t require insurance. He saw a 

website that said: Want to find out what your mortgage 

servicer will do to keep your business? David went there 

and spoke with one of his mortgage servicer’s assigned 

customer care specialists. She politely informed him that 

refinancing would not help his insurance problem because 

all mortgage notes contain clauses that stipulate that 

borrowers must maintain proper insurance. She advised 

David to save money by renewing his insurance as soon 

as possible. He then renewed his homeowners insurance 

with a local insurance agent.   

-End of story- 

http://www.consumerfinance.gov/complaint/
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The Role of Mortgage Servicers Today 

 
 

A mortgage servicer is the entity to which borrowers pay 

their mortgage loan payments and which performs other 

services in connection with mortgages and mortgage-

backed securities. A mortgage servicer may service loans 

on behalf of itself or an affiliate. It may service as a 

contractor of the trustee where a mortgage is included in a 

mortgage-backed security, or it may service whole loans 

for an outside third-party investor.  A servicer may sell 

the rights to service the loan separately from any 

ownership transfers. This is because some servicers have 

expertise in payment processing and other servicing 

responsibilities, while others seek to invest in the 

underlying mortgages.  

 

The duties of a mortgage servicer vary, but typically 

include the acceptance and recording of mortgage 

payments; calculating variable interest rates on adjustable 

rate loans; payment of taxes and insurance from borrower 

escrows accounts; negotiations of workouts and 

modifications of mortgage upon default; and conducting 

or supervising the foreclosure 

process. 

 

Servicers must comply with various 

laws to the extent that the law applies 

to the particular servicer and its 

activities.   
 

Contrary to popular consumer belief, 

it is their servicer and not the investor 

that can re-negotiate the terms of the 

loan with borrowers. While investors 

and regulatory agencies set the 

majority of the servicing rules for 

secondary market loans, the servicer is responsible for 

managing the guidelines established by the investors and 

handling any questions consumers have about their 

mortgage loan like: payoff amount, taxes, hazard 

insurance, and collecting and processing consumer 

payments.  If the borrower is unable to make the 

payments on their mortgage and wish to re-negotiate the 

terms of their loan, they may only do so with their 

servicer. Many homeowners confuse mortgage servicers 

with their original lender. A mortgage servicer may be a 

borrower's lender, but often times the beneficial rights to 

the payment of principal and interest on mortgages are 

sold to investors such as Fannie Mae, Freddie Mac, 

Ginnie Mae, FHA, and numerous private investors in 

mortgage securitization transactions. Banking 

organizations often perform mortgage servicing not only 

for mortgages they originate but for others to which they 

have purchased the servicing rights. Non-banking 

mortgage servicers, also known as non-traditional 

servicers, have flourished in recent years since they have 

up until this point been able to avoid some of the extra 

regulations that affect traditional banks. The increased 

regulatory burden and legal liabilities associated with the 

CFPB’s new servicing rules, combined with Basel III’s 

negative capital treatment of mortgage servicing assets is 

resulting in further consolidation in the servicing industry 

and a shift of assets to non-bank servicers.  

 

Servicing fees are a percentage of each mortgage payment 

made by a borrower to a mortgage servicer as 

compensation for keeping a record of payments, 

collecting and making escrow payments, passing principal 

and interest payments along to the note holder, etc.  

Servicing fees generally range from 25 

to 50 basis points of the remaining 

principal balance of the mortgage 

annually. In addition to earning the 

actual servicing fee, mortgage servicers 

may benefit from being able to invest a 

borrower's escrow payments as they 

are collected - until they are paid out to 

taxing authorities, and insurance 

companies.  

Mortgage servicing rights (MSR) trade 

on the secondary market much like 

mortgage-backed securities. The value 

recognized for servicing rights is based on the net present 

value of the expected cash flows received from servicing 

less the amount that would be required to adequately 

compensate a servicer and the profit margin required by 

market participants. Servicers make money by retaining 

customers and minimizing costs. The value of servicing 

assets or liabilities is highly interest-rate sensitive due to 

the relationship between interest rates and expected 

prepayments (i.e., loan refinancings). This is because 

when a loan is refinanced the servicing fees and other 

benefits of servicing cease, making the value of these 

assets extremely volatile. For this reason, companies that 

hold large amounts of servicing rights tend to hedge the 

value of those servicing rights using interest rate sensitive 

derivative instruments.  

 

 

 

 
 

Contrary to popular 

consumer belief, it is their 

servicer and not the 

investor that can re-

negotiate the terms of the 

loan with borrowers. 
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Conclusion: 

 
Mortgage servicers are currently underutilizing the 

Internet to promote and protect their business. These 

companies need to embrace a proactive borrower 

communication model to defend their reputations and 

protect their revenue streams. Until now, there has never 

been a highly defined path that effectively utilizes the 

Internet to connect borrowers directly to their mortgage 

servicer; despite how many times the servicing may have 

changed.   

 

AboutYourMortgage.com’s “Method for Mortgage 

Customer Retention” process is patented and the 

reputational risk resulting from working with any 

company that may be infringing on a patent protects our 

blue ocean business model.  
 

The patented “Method for Mortgage Customer Retention” 

provides a blue ocean strategy for mortgage lead 

generation that benefits mortgagees and mortgagors. In 

blue oceans, demand is created rather than fought over. 

There is ample opportunity for growth that is both 

profitable and rapid. The key to exceptional business 

success, they say, is to redefine the terms of competition 

and move into the “blue ocean,” where you have the 

water to yourself. The goal of these strategies is not to 

beat the competition, but to make the competition 

irrelevant. See: http://www.blueoceanstrategy.com/ 
 

Most of the existing servicing retention methodologies 

and products are targeted toward customer retention are 

external to the customer. Those techniques concentrate on 

assessing the time when a customer is likely to refinance, 

and contacting customers in an effort to provide new 

loans. By itself, this is a somewhat controversial activity, 

as it might be viewed as solicitation by an investor in the 

loan. When mortgage loans are securitized, the standard 

servicing agreement prohibits the servicer from soliciting   

the customer to refinance. Our patented methods finds 

borrowers who are actually on the internet taking steps to 

refinance and sending them back to their mortgage 

servicer. Our blue ocean strategy for mortgage lead 

generation will benefit homeowners, mortgage servicers, 

and mortgage investors. 

 

The AboutYourMortgage.com (AYM) “Method for 

Mortgage Customer Retention” is based on the vision that 

all borrowers who are considering refinancing should be 

provided an opportunity to discuss refinancing and 

alternatives to refinancing with their current mortgage 

servicer. The patented “Method for Mortgage Customer 

Retention” provides mortgage servicers, two things that 

are otherwise unavailable, a proactive Internet tool to 

retain borrowers who are otherwise going to refinance 

elsewhere and a critical communication opportunity to 

reduce a number of superfluous complaints to the 

Consumer Finance Protection Bureau (CFPB) and other 

regulatory agencies.  

 

The “Method for Mortgage Customer Retention” process 

provides borrowers a link to their mortgage servicer. 

Servicers can provide borrowers’ a broad understanding 

of their present mortgage and various options available 

that a new lender does not typically provide. This 

includes, but is not limited to; mortgage calculators with 

their present loan information included, refinancing, 

mortgage modification, bi-monthly payment programs, 

escrow analysis, re-amortization (recasting), short sales, 

home equity loans, advice, and other products and 

services. 

 

Additionally AboutYourMortgage.com’s “Method for 

Mortgage Customer Retention” process is patented and 

the reputational risk from working with any company that 

may be infringing on a patent protects our blue ocean 

business model.  AboutYourMortgage.com’s blue ocean 

strategy for mortgage lead generation will benefit 

homeowners, mortgage servicers, and mortgage investors.   

  
 

 

 

 

 

For additional information contact: 

Tim D. Allen, CMB 

Phone 239.517.5440 | Email: timallencmb@gmail.com 
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