
Are You Cutting Corners?

The challenge facing servicers has also 
trickled into homeowner dissatisfaction with 
the mortgage process.
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Borrower Communication

It is no surprise that foreclosures and defaults are still on the rise in today’s unpredictable economy. 
As the national unemployment rate hovers around 9 percent, borrowers continue to struggle with 
mortgage payments. The servicing industry, on the other hand, continues to struggle with the vol-

ume of default properties they must process within stringent legal guidelines. The sheer volume has 
been blamed for the recent servicer missteps including the robo-signing scandal of last fall and the hor-
ror stories of mistaken foreclosures. 

The challenge facing servicers has also trickled into homeowner dissatisfaction with the mortgage 
process. Communication between borrowers and servicers has always been a struggle, especially when 
loss mitigation and foreclosure are part of the discussion. Homeowners increasingly become frustrated 
with lenders and servicers.  

The true tragedy comes from borrowers who might have been able to avoid foreclosure with a modi-
fication or forbearance, but are unable to work effectively with the servicer. Homeowners struggle to get 
consistent information from the multiple employees they speak with. They are forced to tell their story 

to each new person their call gets routed to. Docu-
ments get lost. Time is wasted. Homes are lost. 

The recently mandated Single Point of Contact 
(SPOC) rules were put into effect to streamline the 
relationship between borrower and lender. SPOC 
first appeared in the settlement presented by the 50 
state attorney generals to the five largest mortgage 

servicers. It then was reiterated in the consent orders issued to the 14 largest servicers. But even SPOC 
will be rendered ineffective if the proper methods are not implemented to track borrower communica-
tion and disputes. In order to adjust to the SPOC environment, servicers must adopt new technologies 
to efficiently manage and track communication and customer disputes. To ensure accuracy and compli-
ance, as well as reduce the burden on staff, tracking must be automated. There should be little manual 
data entry required as any electronic communications are attached to the loan file upon sending.  

An automated system should alert the servicer when it is time to respond to borrowers and designate 
who within the organization is responsible for the outreach. This is especially important for servicers 
who have developed private-label modification programs, but must still adhere to HAMP timing guide-
lines. Tracking technology also creates a virtual paper trail to satisfy the requests of auditors.

However, improved communication tracking should kick in even before the loss mitigation phase. 
Customer disputes can include items such as credit bureau reporting mistakes, misapplied payments, 
and the servicer’s late payments of insurance and tax payments on behalf of the borrower. The tracking 
system should include a detailed record of all disputes associated with each loan, as well as supporting 
documentation that was exchanged between servicer and borrower. Although SPOC will be another 
hurdle for servicers to clear, its possible outcome could be a very positive step forward for the relation-
ship between servicer and borrower. The key to seeing the desired results and remaining in compliance 
is leveraging a robust technology that does the work. ❖
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