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Ms. Amy Birnbaum

Mr. Randall Pinkston
CBS News

524 W. 57th Street
New York, NY 10019

Dear Ms. Birnbaum and Mr. Pinkston:

Thank you for giving Ocwen Federal Bank FSB ("Ocwen") the opportunity to respond
to your questions.

Before we provide you with specific responses, it's important for you to
understand the difference between a loan servicer and a mortgage lender. Even
though we are a bank, Ocwen does not originate loans or determine a borrower's
credit risk, loan approval or interest rate - all of that is the realm of the
lender. Rather, as a servicer, we provide the lenders (and the institutional
investors who purchase mortgage-backed securities) the complex infrastructure
needed to service the loans. This includes all of the necessary processing and
collection activities, technology support, and customer service, including
providing borrowers educational materials to help them stay current on their
mortgages.

Ocwen is a servicer of "non-conforming" mortgage loans, sometimes also referred
to as "sub-prime" loans. These loans are typically provided to borrowers with
limited access to home financing due to poor credit. The non-conforming
mortgage market allows literally tens of millions of credit-challenged Americans
to enjoy the benefits of home ownership that would otherwise not be available to
them. For our part, Ocwen currently services approximately 360,000 loans across
the country, representing an aggregate mortgage value in excess of 30 billion
dollars.

You may be aware of reports that raise questions on the practices of some
servicers in our industry. If so, you should know that Ocwen brings a unique
set of qualifications to the servicing of non-conforming loans. We are:

* Closely monitored by federal regulators to ensure that we meet exacting
customer service and legal compliance standards;

* A pioneer in the collections industry for adopting a consultative approach to
customer relations in which we seek a mutually satisfactory and fair resolution
through open dialogue; and

* Proud of our industry-leading 80 percent resolution rate: this means that in
8 of 10 severely delinquent loans, we achieve solutions with borrowers, saving
them from losing their homes through foreclosure.



Our high resolution rate for severely delinguent loans is an important point to
emphasize. It is important to understand that foreclosure is a last resort
since there is absolutely no financial benefit to Ocwen in foreclosing on a
borrower's home. We lose servicing fees (which are paid by institutional
lenders) every time there is a foreclosure. These lender-paid fees comprise the
lion's share of our revenue. In addition, we lose part of the investment we
paid the institutional owner to acquire the loan servicing rights. This is one
of the reasons why Ocwen works so hard to prevent loans from becoming delinquent
and, if they do become delinquent, why the company puts resources toward
resolving the situation. This includes ensuring that borrower payments are
posted on time and are recorded correctly, as well as providing flexible payment
options and loan resolution consultants to help those who may be behind in their
payments.

Where a resolution is not possible, however, Ocwen is contractually obligated
under its servicing agreements to pursue the foreclosure remedy. In doing so,
we follow applicable federal and state laws, and industry standards set by
government -sponsored enterprises such as Fannie Mae and Freddie Mac.

Now that we have provided you with that context, following are more specific
facts that relate to your questions:

* Timely Posting of Payments: To minimize, and hopefully eliminate, any chance
of a late posting of a borrower's payment, Ocwen has contracted with an industry
leading, independent lockbox provider who is required to process all payments
within 24 hours of receipt for automatic posting. Typically, a very small
percentage of the hundreds of thousands of monthly payments are not posted
automatically, usually due to insufficient documentation provided with the
payment. In these exceptional situations, Ocwen employs special processes to
post the payments as quickly as possible and grants extensions beyond the
contractual payment grace period before borrowers are assessed any late charge.
Under no circumstance, however, does a loan go into default because of an unpaid
late fee. Nor will we put a loan into default because of a shortfall in a
borrower's escrow account.

* Consultative Customer Services: In cases where borrowers are not making their
monthly mortgage payments, Ocwen follows up with telephone calls and letters to
make arrangements to catch up on payments. We are proactive in contacting
borrowers before their loans become seriously delingquent, so they may avoid late
fees, adverse credit ratings and costly foreclosure actions. Customers can also
access our customer service hotline to ask questions about their mortgage. We
invite you to review the attached fact sheet on our Consultative Approach to
Customer Satisfaction to get more information on the training and oversight of
our customer service group. However, you should know that if we are made aware
of a situation when a customer does not receive an appropriate level of service,
we debrief with all employees involved to take corrective action. In some
instances, this will include retraining or reassignment.

* Hazard Insurance: Hazard insurance, commonly referred to as homeowner's
insurance, is required by virtually every mortgage banker as a condition of
extending a loan. This is in accordance with the law, to protect both the
borrower and the lender. It is Ocwen's responsibility to make certain that

homeowner's insurance is maintained on every loan that we service. If the
insurance lapses on a particular loan, we remind the borrower that it needs to
be reinstated. If after at least three written attempts to contact the borrower

over a 90-day period, Ocwen is unable to verify that a borrower has the required
hazard insurance, then Ocwen purchases insurance for the borrower from an



independent insurance carrier at the market rate and charges the borrower's
account accordingly. Just like late fees and escrow shortfalls, unpaid
insurance charges cannot cause a borrower to go into foreclosure. If a borrower
subsequently is able to show that they have obtained or had appropriate
coverage, Ocwen promptly credits the borrower's account for the premium charged.

* Fee Structure: As we have stated above, the large majority of our fees are
provided by the institutional owners, for whom we service the loans. Additional
fees that are incurred by borrowers are properly disclosed, are in synch with
well-accepted industry practices, are in accordance with contractual agreements,
and are structured to cover administrative costs involved in servicing each
account.

Ocwen is proud of the positive feedback it has received recently at the
conclusion of various servicing reviews and audits from regulators, third-party
rating agencies, government-sponsored enterprises and mortgage market investors.
Even so, we are committed to continuous improvement. As in all financial
institutions, despite our internal controls, inadvertent errors occur from time
to time. When they do, we move quickly to correct the situation and communicate
these corrections to our customers.

We are committed to servicing home mortgage loans in a manner that is fair and
efficient for both the industry and the homeowner, and the best way we do that
is to help every borrower stay current on their loans so as to protect their
most precious asset, their home.

We thank you for this opportunity to provide you with context on our approach to
loan servicing.

Respectfully yours,
Ronald M. Faris
President

Ocwen Federal Bank FSB

1675 Palm Beach Lakes Boulevard, West Palm Beach, FL 33401
Mail to: P. O. Box 24737, West Palm Beach, FL 33416-4737



Fact Sheet: Ocwen's Consultative Approach To Customer Satisfaction

Ocwen understands the importance of keeping every borrower current on their
loans to protect their most precious asset, their home. We also know that
borrowers sometimes face difficulties in reaching those commitments. That is
why we have adopted a consultative approach to loan servicing:

* Responsive customer service: highly-trained representatives provide
reassurance to customers with questions

* Comprehensive Loan Inquiry and Resolution: dedicated resources to research
and resolve problems that arise with customer accounts in a timely fashion

* Flexible and Affordable Payment Options (Forbearance Plans): modified terms
of payment to those who face extreme circumstances that make it difficult to
meet their obligations

* Oversight and Quality Assurance: review systems to monitor appropriate
account activity and customer interaction

* Detailed Monthly Account Statement: Ocwen provides each customer a detailed,
easy-to-understand, monthly account statement so that customers are well-
informed on account status

Customer Service and Collections: Training

* A1l customer service and collections representatives receive four weeks of
orientation training, which includes:

Diversity

Sensitivity with customer interactions

Privacy laws on sensitive account information

Business ethics

The Fair Debt Collections Practices Act

Computer systems and internal information-sharing on accounts
Recurrent training occurs approximately every six months.

Diverse, multilingual customer service and collections staff to assist
borrowers.
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Loan Inquiry and Resolution

* Complex customer inquiries and delinquent accounts are referred by Customer
Service to our specially-trained Research Associates and Loan Resolution
Consultants.

* Once a Loan Resolution Consultant is assigned to a specific delinguent
account, they are responsible to work with the borrower to see the situation
through to a conclusion.

* Certain customer inquiries and complaints can be resolved by a more thorough
investigation that is conducted by a Research Associate who sees the situation
through to conclusion.

* Loan Resolution Consultants make every effort to work with homeowners to get
them current again, providing borrowers multiple options to resolve loans in
default.

Forbearance Plans

* Ocwen helps tens of thousands of delinquent borrowers every year by working
with them to establish flexible and affordable forbearance plans designed to
bring their loans current over time and remain in their homes.

* A forbearance plan is a voluntary agreement between the borrower and the
servicer that establishes new payment terms for a reasonable period of time for
borrowers experiencing financial difficulties.

* Many times a forbearance plan results in the servicer suspending active
foreclosure proceedings so as to allow the borrower to catch up on their
payments.




* Forbearance plans never involve an increase in either the interest rate or
principal balance on the loan.

Customer Account

Oversight

* An independent
overall customer
* Customer calls
necessary, calls

Quality Assurance Department monitors customer calls and
service

are tape recorded to ensure quality and consistency. If

can be retrieved, reviewed, and corrective action can be taken.

* Qur customer service representatives are incentivized to handle calls
accurately and fairly - a portion of their monthly compensation is dependent

upon this.

* Federal regulators spend great deal of time at Ocwen offices to evaluate our
systems and practices and to ensure our compliance.
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