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This progress report is my third as Monitor under the National Mortgage Settlement. Like the reports I released in August and 
November, 2012, this report is not required by the Settlement. My first required reports concerning servicing standards compliance 
reviews will be submitted to the United States District Court for the District of Columbia in the second quarter of this year. I have 
received the compliance reviews from the banks necessary for me to undertake this work, which my professional firms and I are in 
the process of doing. In addition, as more fully discussed below, I have determined that one bank has satisfied its consumer relief 
obligations, although it must still complete its mandatory solicitations of eligible borrowers. 

This report is part of my ongoing efforts to inform the public about the steps the banks have taken to implement the settlement and my 
progress in its oversight. As such, it includes:

• Information about the relief distributed to customers under the settlement between March 1, 2012, and December 31, 2012.
• An update on the implementation of the servicing standards set forth in the settlement and the metrics I am using to  

assess compliance.
• A review of the complaints I have received from professionals and consumers across the nation.
• An updated timeline for future reports and milestones.

With the exception of my certification with regard to one servicer’s satisfaction of its obligations discussed below, the consumer relief 
activities discussed in this report represent gross dollar amounts that have not been subject to the detailed review required to receive 
credit under the settlement, nor have they been scored toward each bank’s total obligation. The $45.83 billion in cumulative consumer 
relief cannot be used to measure progress toward the $20 billion obligation in the settlement. This figure includes both completed 
consumer relief and active first lien trial modifications.

Since my last progress report, I have continued to receive valuable insight from counselors, lawyers, advocates, and other professionals 
around the country. This information has highlighted continuing areas of concern with the banks, such as dual tracking and issues 
relating to single points of contact. As a result, I have engaged the banks to address these complaints and will continue to use this 
feedback to inform my oversight responsibilities.

It is my continued hope that this report, like the ones that preceded it, will inform the public in a clear and accessible way about the 
settlement, answer questions that have been raised about it, and inform policymakers and the public as they discuss the future of the 
home mortgage finance system.

Sincerely,

Joseph A. Smith, Jr.



Office of Mortgage Settlement Oversight 2

As has been described in my previous reports, 
I am charged with overseeing the Servicers’1 
compliance with two parts of the National 
Mortgage Settlement (“Settlement”)2: Consumer 
Relief and Servicing Standards. Consumer Relief 
represents the specific dollar amounts of relief 
Servicers must provide to distressed borrowers 
within three years. Servicing Standards are 
the reforms that guide the way the Servicers 
work with their customers and are intended to 
address practices that led to the Settlement. 

Consumer Relief

The Servicers have committed to providing Consumer Relief in the 
following credited amounts under the Settlement: 

• $200,000,000 for Ally
• $8,574,200,000 for Bank of America
• $4,212,400,000 for Chase
• $1,789,000,000 for Citi
• $4,337,000,000 for Wells

The Servicers may meet this commitment through a variety of 
creditable Consumer Relief activities, including:

• First and second lien modifications
• Enhanced borrower transitional funds
• Facilitation of short sales
• Deficiency waivers
• Forbearance for unemployed borrowers
• Anti-blight activities
• Benefits for members of the armed services
• Refinancing programs

1 Bank of America, N.A. (“Bank of America”); CitiMortgage, Inc. (“Citi”); Ally 
Financial, Inc., Residential Capital LLC, and GMAC Mortgage LLC (“Ally”); J.P. 
Morgan Chase Bank, N.A. (“Chase”); and Wells Fargo & Company and Wells 
Fargo Bank, N.A. (“Wells”).
2 As used in this report, the term “Settlement” will refer to the Consent 
Judgments described in First Take, including Exhibits attached thereto, entered 
in the United States District Court for the District of Columbia effective April 5, 
2012. Unless expressly stated to be otherwise, the Settlement terms referenced 
in First Take and in this report apply to each of the Servicers.

As the Monitor, I am responsible for determining if and when 
a Servicer has satisfied its Consumer Relief requirements. This 
occurs once a Servicer asserts to me that it has satisfied such 
requirements. Its assertion is then reviewed by the Servicer’s 
Internal Review Group (“IRG”), an internal quality control group, 
consisting of Servicer employees or independent contractors, that 
is independent from the line of business whose performance is 
being measured. The IRG then reviews and makes a determination 
that the Servicer’s asserted relief activities have been accurately 
completed and assigned appropriate credit under the formulas 
outlined in the Settlement. 

At that time, my Primary Professional Firm (“PPF”) and I conduct 
our due diligence and validation of the claimed Consumer Relief. If 
I am satisfied with its accuracy, I certify the Servicer’s satisfaction 
of its Consumer Relief obligations through a report to the District 
Court for the District of Columbia (“Court”). 

As of February 1, 2013, only Ally had asserted that it has satisfied 
its Consumer Relief requirements. As discussed in more detail 
below, I have certified that Ally has done so and is in substantial 
compliance with its mandatory solicitation requirements. 
Other Servicers have initiated the process of Consumer Relief 
certification only this week; therefore, I am not in a position to 
make any other certifications of Consumer Relief at this time. 
This report, like my first two reports, contains only self-reported 
Consumer Relief data from the period March 1, 2012, through 
December 31, 2012, none of which has been confirmed, credited or 
otherwise approved by me or the professional firms working with 
me, with the exception of that provided by Ally.

https://www.mortgageoversight.com/wp-content/uploads/2012/09/OMSO_MonitorsReport_8.29.12.pdf
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Consumer Relief Distributed

The Settlement requires each of the Servicers 
to provide each State that is a party to the 
Settlement, with copies to the Monitor and 
the Monitoring Committee,3 a report (“State 
Report”) regarding the number of borrowers 
assisted and credited activities under the 
Consumer Relief requirements. The first of 
these State Reports, outlined in my previous 
report, Continued Progress, was delivered 
November 14, 2012. On February 14, 2013,  
I received the second State Report from  
the Servicers.

Below are summaries of the information outlined in the February 
2013 State Reports. Appendices V and VI to this report provides 
more detailed, state-by-state information. Because the Consumer 
Relief reported here represents gross amounts that have not  
been scored under the Settlement’s crediting formulas, the 
information cannot be used to measure the extent of the Servicers’ 
satisfaction of their $20 billion Consumer Relief obligations under 
the Settlement. 

3 A committee consisting of representatives of the U.S. Department of 
Housing and Urban Development, the U.S. Department of Justice and 15 States. 
First Take: pp. 2, 19.

March 1, 2012 to December 31, 2012:

With respect to the full Settlement period covered in this report 
(March 1, 2012, to December 31, 2012), the Servicers have 
reported that: 

• 554,389 borrowers benefited from some type of  
Consumer Relief totaling $45.83 billion, which, on average, 
represents about $82,668 per borrower. This figure 
includes both completed Consumer Relief and active first 
lien trial modifications.

• 322,663 borrowers received some type of Consumer Relief 
(a permanent or trial modification, an extinguishment, or 
refinancing assistance) to help them retain their homes, 
which amounts to $24.698 billion, averaging approximately 
$76,543 per borrower.

• 70,810 borrowers successfully completed a first lien 
modification and received $7.409 billion in loan principal 
forgiveness, averaging approximately $104,626 per borrower.

• 25,114 borrowers are in active first lien trial modifications as 
of December 31, 2012, the total principal value of which is 
$3.486 billion. This represents potential relief of $138,802 
per borrower if the trials are completed.

• Second lien modifications and extinguishments were 
provided to 170,339 borrowers, representing approximately 
$11.594 billion in total relief. The average amount of 
relief for borrowers whose second liens were modified or 
extinguished was approximately $68,065. 

• Servicers refinanced 56,400 home loans with an average 
unpaid principal balance of $211,834, reducing the annual 
interest rate by approximately 2.36 percent on average. The 
total estimated benefit to borrowers from refinancing over 
the average life of the loan is approximately $2.209 billion.4 
On average, each borrower will save approximately $417 in 
interest payments each month. 

• 169,081 borrowers had either a short sale completed 
during this period, or the lender accepted a deed in  
lieu of foreclosure, waiving any unpaid principal balance  
in either case. The total amount of this type of relief  
was approximately $19.536 billion, or about $115,540  
per borrower.

• Through the various other Consumer Relief programs 
outlined in the Settlement documents,5 the Servicers 
provided $1.597 billion in relief to 62,645 borrowers. The 
average amount through relief of these other programs 
amounts to $25,492 per borrower.

4 The estimated benefit to borrowers from refinancing is the estimated 
annual benefit multiplied by 7.85, which represents the Servicers’ weighted 
multiplier under the Settlement per Exhibit D, ¶ 9.e.ii.1, and is consistent with 
what some of the Servicers are reporting in their filings with the U.S. Securities 
and Exchange Commission. The estimated annual benefit to borrowers is 
the product of the average annual interest rate reduction, the average unpaid 
principal loan balance and the number of borrowers.
5 The other Consumer Relief programs can include enhanced borrower 
transitional funds paid by Servicer, Servicer payments to unrelated second 
lienholder for release of second lien, forbearance for unemployed borrowers, 
deficiency waivers, forgiveness of principal associated with a property in 
connection with a decision not to pursue foreclosure, cash costs paid by Servicer 
for demolition of property, and real-estate owned (“REO”) properties donated.

Total Consumer Relief—Program to Date
$45.83B 

Completed First Lien Modification 
Forgiveness $6.04B 

Completed Forgiveness of pre- 
3/1/12 Forbearance $1.369B

Completed Second Lien Modifications 
and Extinguishments $11.594B

Short Sales Completed $19.505B

Total Other Program Activity $1.627B

Refinance Consumer Relief $2.209B

Active Trial in Process $3.486B
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October 1, 2012 to December 31, 2012:

With respect to the fourth quarter of 2012 (October 1, 2012, to 
December 31, 2012), the Servicers have reported that: 

• 276,413 borrowers benefited from some type of 
Consumer Relief totaling $23.9 billion, which, on average, 
represents about $86,465 per borrower. This figure 
includes both completed Consumer Relief and active first 
lien trial modifications.

• 33,163 borrowers successfully completed a first lien 
modification and received $3.857 billion in loan principal 
forgiveness, averaging approximately $116,298 per borrower. 

• 25,114 borrowers are in active first lien trial modifications as 
of December 31, 2012, the total principal value of which is 
$3.486 billion. This represents potential relief of $138,802 
per borrower if the trials are completed.

• Second lien modifications and extinguishments were 
provided to 119,641 borrowers, representing approximately 
$8.761 billion in total relief. The average amount of relief 
for borrowers whose second liens were modified or 
extinguished was approximately $73,228. 

• Servicers refinanced 19,157 home loans with an average 
unpaid principal balance of $213,975, reducing the average 
annual interest rate reduction of approximately 2.39 percent. 
The total estimated benefit to borrowers from refinancing 
over the average life of the loan is approximately $768.16 
million.6 On average, each borrower will save approximately 
$426 in interest payments each month. 

• 55,580 borrowers had either a short sale completed  
during this period, or the lender accepted a deed in lieu  
of foreclosure, waiving any unpaid principal balance  
in either case. The total amount of this type of relief  
was approximately $6.406 billion, or about $115,256  
per borrower.

• Through the various other Consumer Relief programs 
outlined in the Settlement documents,7 the Servicers 
provided $622.34 million in relief to 23,758 borrowers. The 
average amount of relief of these other programs amounts 
to $26,195 per borrower.

 

6 See footnote 4.
7 See footnote 5. 

Partial Certification of Ally

On February 14, 2013, I filed an interim report (the “Ally Report”) 
with the Court certifying that Ally has met its Consumer Relief 
obligations under the Consent Judgment and is in substantial 
compliance with its mandatory solicitation requirements. The Ally 
Report is available on my website. More about Ally’s Consumer 
Relief activities, including information about the process through 
which Ally was credited, areas that received remediation, and 
state-by-state relief data, is available in Appendix IV. 

The Ally Report describes in detail the processes through which 
the Servicer asserted, its IRG confirmed, and I determined that 
Ally had provided $257,411,785 of credited Consumer Relief. This 
Consumer Relief was provided in a manner that followed and was 
subject to all of the conditions and limitations on such Consumer 
Relief. By way of comparison, it should be noted that the gross 
dollar value of Consumer Relief by Ally during the same period 
was approximately $556 million. Each Servicer will satisfy its 
Consumer Relief obligations using different types and proportions of 
creditable activities; therefore, the relationship between Ally’s gross 
and credited relief cannot be used to determine that of the others. 
It should be further noted that Ally’s performance was based on 
mandatory solicitation requirements that are ongoing, as a result 
of which Ally will provide additional Consumer Relief to eligible 
borrowers until its mandatory solicitation requirements are satisfied. 

Ally Credited Relief
Total Credited Consumer Relief—$257,411,785

First Lien Principal Forgiveness 
$129,061,497

First Lien Forbearance Forgiveness 
$1,262,995 

Second Lien Modification Forgiveness 
$4,385,262 

Second Lien Extinguishment Forgiveness 
$18,204,662

Refinance $48,349,699 

Short Sale Deficiency Waiver 
$39,425,927

Foreclosure Sale Deficiency Waiver 
$15,121,743  

Contributions To Borrower Hope Loan 
Portal $1,600,000  

https://www.mortgageoversight.com/wp-content/uploads/2013/02/Ally-Report_2.14.13.pdf
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Servicing Standards, Metrics and 
Compliance Reports

The Servicers have been required to be in full 
compliance with all 304 Servicing Standards 
for more than four months—since October 2, 
2012. The Settlement established the Servicing 
Standards to reform and improve the way 
borrowers are treated by their mortgage Servicer 
and to address the issues that led to the creation 
of the Settlement. The Servicing Standards 
apply to all loans serviced by each Servicer.8

 
The Settlement outlines 29 metrics, or tests, that I use to assess 
the Servicers’ compliance with the Servicing Standards. The 
Work Plans described in my previous reports guide the work 
the Servicers’ IRGs conduct in measuring both Consumer Relief 
distribution and Servicing Standards performance, as well as the 
process through which my professional consultants and I review 
the performance of the Servicers and the IRGs. Effective January 1, 
2013, all Servicers will be measured against all 29 metrics.

On February 14, 2013, I received Compliance Reviews from each 
of the Servicers regarding Servicing Standard compliance during 
the fourth calendar quarter of 2012. A thorough analysis of this 
Compliance Review and the one I received on November 14, 2012, 
will be included in my upcoming report (“Monitor’s Report”) for 
submission to the Court. I am required to confer with each Servicer 
and the Monitoring Committee regarding my preliminary findings, 
and each Servicer is authorized to submit written comments, 
which shall be appended to my report to the Court. I intend to 
deliver my first Monitor’s Report to the Court during the second 
calendar quarter of 2013. 

8 Ally’s servicing assets in bankruptcy were transferred in part to Walter 
Investment Management Corporation on January 31, 2013, to Berkshire 
Hathaway Inc. on February 5, 2013, and to Ocwen on February 15, 2013. Those 
Servicers have agreed to comply with the Servicing Standards and be subject to 
oversight by the Monitor. 

If an IRG or I find that a Servicer has failed a metric, the Servicer is 
required to meet with the Monitoring Committee within 15 days 
of the Quarterly Report in which the failure was disclosed. The 
Servicer then has the right to cure a potential violation and must 
remediate any material harm to individual borrowers discovered 
by the review. If I determine a breach is widespread, the Servicer 
must take additional steps to identify and remediate harmed 
borrowers outside of those identified by the sample review. If the 
Servicer fails to cure its violation, the Monitoring Committee and 
I will present that issue to the Court, which will take appropriate 
enforcement action. 

In addition to the initial 29 metrics, the Settlement authorizes 
me to create up to three new metrics at my own discretion. I also 
am authorized to create as many new metrics as necessary to 
measure Servicer compliance if I identify a pattern or practice 
of noncompliance with the Standards that is reasonably likely to 
harm consumers. 

As I continue to consider adding additional metrics to the 
Settlement, I have found that input from consumers and their 
advocates is very helpful. Their experiences with the Servicers 
have provided important feedback and issues for me to consider. 
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From the Marketplace

I continue to benefit from feedback from 
borrowers and the professionals who work 
on their behalf. This feedback comes in the 
form of consumer and professional complaints 
registered on my website, Executive Office 
complaints (those filed with the Servicers by 
the offices of elected officials on behalf of their 
constituents and then shared by the Servicers 
with my office), and in-person meetings around 
the country. This information, regardless of 
source, has been integral to my understanding of 
the way the Settlement is being implemented. 

Consumer Complaints

I posted the consumer complaint forms on my website in May 
2012. Since that time through February 1, 2013, I have received 
more than 5,700 distinct submissions from consumers in all 50 
states and the District of Columbia whose loans are serviced by 
one or more of the Servicers. Approximately 54 percent of the 
consumer submissions relate to complaints about problems in the 
loan modification process or customer service issues. 

My office has noted a significant increase in the number of 
consumer complaints and comments through the website  
since my last report. For the first six months of reporting, we 
averaged approximately 550 consumer submissions per month. 
From November 1, 2012, through February 1, 2013, we averaged 
roughly 830 complaints per month. This may be the result of 
greater awareness of my office, the result of persistent servicing 
issues, or both.

From the Market

Number of Professional Issues Reported per State

Professional Form
Submission Complaints by Issue

Professional Form 
Submissions by Servicer  

Bank of America 338

Wells 122

Chase 76

Citi 40

Ally 28

Loan Modification 432

Customer Service 254

Foreclosure 187

Documentation 119

Fees 31

Bankruptcy 31

Third Party Provider 17

Force-Placed Insurance 9

Military Personnel 7

Tenant Rights 7

Community Blight 6

Attorneys, caseworkers, counselors and other professionals helping 
consumers with their mortgages provided online feedback from 
mid-May 2012 to the end of January 2013 regarding the range of 
issues that individuals are experiencing with servicers.

#
m

ortgagereporting

Most complaints Fewest complaints

Washington
3

California

70

Arizona

10
New Mexico

5

Texas

10

Iowa
4

Illinois
5

Wisconsin

18

Indiana
5

Ohio

6

Kentucky 

8

Tennessee 6

Mississippi
4

Alabama
2

Florida

37

Georgia

8

North Carolina

8

Virginia

11

Maryland 18
District of Columbia 16

New York

73
Pennsylvania

14

Massachusetts 3

New Hampshire 83

Maine
3

Colorado
1

Oregon

50

South Carolina
5

Utah
5

Vermont 1

West 
Virginia

5

Connecticut 75

Missouri
4

Nevada

7

Nebraska
2

New Jersey 3

Hawaii 
1

Minnesota

6

Michigan

6

Montana
2

Oklahoma
1

From the Market
What are consumers saying about their experiences with the 
five mortgage servicers? From mid-April 2012 to the end of January 
2013, individuals from across the country submitted complaints 
through our website about the issues they are facing. 

Number of Consumer Issues Reported per State

Consumer Form
Submission Complaints by Issue

Consumer Form 
Submissions by Servicer  

Bank of America 2762

Wells 1280

Chase 892

Citi  489

Ally 340

#
m

ortgagereporting

Most complaints Fewest complaints

Alaska
8

Hawaii 
28

Washington

133

Oregon

76
Idaho

24

Montana
10

Wyoming
7

Utah
36

Nevada

150

California

1312

Arizona

216
New Mexico

26

Texas

225

Kansas
25

Oklahoma
20

North Dakota
2

South Dakota
7

Nebraska
16

Minnesota

96

Iowa
17

Missouri

55

Illinois

174

Wisconsin

90 Michigan

152

Indiana

80

Ohio

125

Kentucky 

87

Tennessee 98

Mississippi
44

Alabama

54
Louisiana

27

Florida

580

South Carolina

63

Georgia

247

North Carolina

157

Virginia

275

Arkansas
27

West 
Virginia

13

Maryland 180
District of Columbia 23

Delaware 17

New Jersey 125

New York

128

Pennsylvania

121

Rhode Island 42

Connecticut 69

Massachusetts 84

Vermont 9

New Hampshire 62

Maine
35

Colorado

86

Loan Modification 4541

Customer Service 3090

Documentation 2527

Fees 1549

Third Party Vendors 981

Bankruptcy 740

Force Placed Insurance 544

Tenant Rights 242

Military Personnel 202

Community Blight 188

http://www.mortgageoversight.com 
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Many of the same themes and areas of difficulty from the first two 
reports continue to be reported in the consumer narratives:

• Frustration and confusion about the loan modification process;
• Lack of adequate and timely follow-up by servicing personnel;
• Inconsistent explanations when discussing options or 

account information with different servicing personnel;
• Changes in assigned Single Point of Contact (“SPOC”), 

including lack of continuity and knowledge of borrower 
circumstances and account information;

• Borrowers being required to submit the same 
documentation multiple times;

• Frustration with successor servicers, such as being 
requested to restart the loan modification process when 
servicing is transferred;

• Questionable or undocumented fees being added to the 
total amount due; and

• Confusion regarding qualifications and eligibility for the 
Consumer Relief provisions under the Settlement, and 
related questions concerning coverage of related entities 
within a Servicer’s corporate family.

Complaints from consumers who are or were active-duty military 
appear to be on the rise. While they are not as common as other 
reported issues, I will closely monitor such complaints to ensure 
military personnel and veterans are benefiting from the intended 
protections afforded to them under the Settlement.

On a going-forward basis, my website will link consumers directly 
to the complaint form of the Consumer Financial Protection Bureau 
(“CFPB”). This will benefit consumers who file complaints because 
they will now have a governmental agency that will help them to 
have their complaint reviewed and addressed by the Servicers. 
Additionally, on February 8, 2013, I entered into an information-
sharing agreement with the CFPB. This agreement will improve 
my oversight of the Settlement because my office will now have 
access to the CFPB’s complaint data, which we will use to inform 
my evaluation as to whether there are patterns or practices of 
violations of the Servicing Standards.
 
I am pleased to be working closely with the CFPB. The requirement 
to comply with the Servicing Standards is time-limited; the CFPB’s 
servicing regulations will continue. I believe that it is important 
that the CFPB and my office work together to ensure that 
borrowers are protected on an ongoing and consistent basis.

Complaints Filed by Professionals

Through a separate form on my website, I have received more 
than 600 submissions from 291 professionals in 40 states and 
the District of Columbia who represent or assist homeowners. 
These professionals have included legal aid attorneys, attorneys 
in private practice, bankruptcy attorneys and trustees, housing 
and credit counselors, non-profit advocates, Realtors, specialists 
in Attorney General and Congressional offices, and state banking 
regulatory agency staff. 

Of the submissions I have received through February 1, 2013, 
professionals in New Hampshire, Connecticut, California, New 
York, Oregon, and Florida have provided my office the most 
information. I appreciate their efforts.

As is the case with consumer complaints, loan modification 
and customer service issues predominate in the professionals’ 
submissions, comprising 65 percent of the complaints for 
the period November 1, 2012, through February 1, 2013. This 
represents an increase from the first six months’ of reporting 
through October 31, 2012, when these two categories comprised 
60 percent of the complaint categories.

The majority of the loan modification complaints involve process 
and notice issues, such as:

• Failing to make a loan modification determination within 30 
days of receiving a complete application;

• Failing to notify borrowers of known deficiencies in their 
initial modification application within five days of receipt;

• Failing to disclose accurate information regarding loss 
mitigation programs;

• Failing to create loan modification programs designed to 
produce sustainable modifications and affordable payments; 

• “Dual tracking,” or foreclosing while a loan modification or 
loss mitigation application was pending; and

• Failing to offer a loan modification or loss mitigation 
opportunity.

The vast majority of the customer service issues dealt with the 
SPOC, including inaccessibility or lack of follow-up by a SPOC, 
lack of document tracking, frequent turnover, inconsistent 
feedback, and lack of knowledge regarding a borrower’s account 
or available programs.

Another issue that is reported across multiple categories of 
submissions involves the adequacy of the Servicers’ document 
collection and tracking practices. Of particular concern are reports 
that documentation is submitted multiple times by borrowers 
and their advocates, either with no response or with a follow-up 
request from the Servicer for the same documents.
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Problems in the foreclosure process represents an additional 
common category of reporting from professionals. Many of the 
issues reported therein touch upon the same or similar problems 
outlined in the loan modification and customer service areas.

I will continue to regularly review and evaluate the complaints 
I receive directly from professionals, the Executive Office 
Complaints, and those shared by the CFPB. These reports may 
demonstrate Servicer noncompliance or the need for additional 
metrics. If and when I see patterns or practices of violations, I 
will address them. These reports provide me with the real-world 
information I need to determine the Settlement’s true efficacy. 

Conclusion

After a year of work by the stakeholders in the 
Settlement, borrowers have received significant 
Consumer Relief, we have set up a compliance 
infrastructure to measure Servicing Standards 
over the longer term, and advocates have  
shared with me valuable insights into areas  
of concern. I believe we have made progress,  
but I know there is much more work to be 
done. My important upcoming work includes 
crediting the Servicers’ Consumer Relief 
requirements and measuring their compliance 
with the Servicing Standards. 

As a result of this year’s work, I have grown 
stronger in my belief that this bipartisan,  
state-federal agreement is in the best interest  
of homeowners across the nation. I look 
forward to filing upcoming Monitor Reports 
with the Court in the coming months and 
sharing them with the public and to our 
continued work together on behalf of current 
and future homeowners.
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Appendix I: Timeline of Settlement Reports

Timelines
The following infographic shows the historical dates relevant 
to the National Mortgage Settlement.

2012

2013

2014

2015

2016

Mar.

Jan.

Feb.

Apr.

May

Jun.

Jul.

Aug.

Sep.

Oct.

Nov.

Dec.

Make Up of the Organization
The National Mortgage Settlement kicked off several milestones from 
the appointment of the Monitor to the release of his third progress report.

Consumer Relief
The banks must provide approximately $20 billion in relief to struggling 
homeowners. They must periodically report their activities, including meeting 
certain thresholds, by specific dates over the next three years. The Monitor 
must also provide reports to the D.C. District Court regarding bank compliance.

Servicing Standards
The banks must comply with more than 300 Servicing Standards as of 
October 2, 2012 and provide quarterly reports to the Monitor regarding how 
well those standards are working over the next three years. The Monitor will 
also provide reports to the D.C. District Court regarding bank compliance.

April 5, 2012
Consent Judgments entered in D.C. District Court; Smith officially 
named Monitor.

June 4, 2012
Monitor selected BDO as PPF.

Mar.

Jan.

Feb.

Apr.

May

Jun.

Jul.

Aug.

Sep.

Oct.

Nov.

Dec.

Mar.

Jan.

Feb.

Apr.

May

Jun.

Jul.

Aug.

Sep.

Oct.

Nov.

Dec.

Mar.

Jan.

Feb.

Apr.

May

Jun.

Jul.

Aug.

Sep.

Oct.

Nov.

Dec.

Mar.

Jan.

Feb.

Apr.

May

Jun.

August 6, 2012
Monitor selected five SPFs - one for each Servicer.

September 25, 2012
Monitor and Servicers reached agreement 
on amended Work Plans.

March 20, 2012
National Mortgage Settlement announced.

March 1, 2012
Servicers began Consumer Relief activities.

March 1, 2012
Servicers began implementing Servicing Standards.

July 1, 2012
Servicers began quarter when they will be evaluated against 
up to 9 Metrics.

October 1, 2012
Servicers began quarter when they will be evaluated
against up to 20 Metrics.

October 2, 2012
All 304 Servicing Standards have been implemented. 

August 14, 2012
Servicers reported preliminary relief activity between 
March 1, 2012 and June 30, 2012 to Monitor.

August 29, 2012
Monitor released Progress Report, First Take. 

November 14, 2012
Servicers delivered State Reports to states and Monitor. 
November 14, 2012
Servicers delivered Quarterly Report to Monitor regarding 
Q3 2012 performance on Metrics. 
November 19, 2012
Monitor released Continued Progress. 

Febuary 28, 2013
Servicers to complete Consumer Relief activity eligible for 125% bonus credit.

February 21, 2013
Monitor released Ongoing Implementation.

April/May 2013
Estimated date when Monitor will issue first Monitor Report 
to D.C. District Court; will include report on Servicers’ satisfaction 
of Consumer Relief requirements.

April/May 2013
Estimated date when Monitor will issue first Monitor Report 
to D.C. District Court; will include findings on Metrics.

May 15, 2013
Servicers to deliver State Reports to states and Monitor. 

May 15, 2013
Quarterly Report from Servicer to Monitor regarding Q1 2013 performance on Metrics.

November 14, 2013
Servicers to deliver State Reports to states and Monitor unless Consumer 
Relief obligations already satisfied.

November 14, 2013
Quarterly Report from Servicer to Monitor regarding Q3 2013 performance on Metrics.

January 1, 2013
IRG began conducting Satisfaction Review of Consumer Relief requirements.

February 14, 2013
Monitor submitted Ally Report to the Court.

January 1, 2013
Servicers began quarter when they will be evaluated against all 29 Metrics.

Febuary 14, 2013
Servicers delivered State Reports to states and Monitor. 
Febuary 14, 2013
Quarterly Report from Servicer to Monitor regarding Q4 2012 
performance on Metrics.

July 27, 2012
Monitor and Servicers reached agreement on initial Work Plans. 

August 14, 2013
Servicers to deliver State Reports to states and Monitor unless Consumer 
Relief obligations satisfied.

Febuary 28, 2014
Servicers to have completed at least 75% of Consumer Relief activity.
April 14, 2014
Estimated date when Monitor will issue third Monitor Report to D.C. District 
Court; will include report on Servicers’ satisfaction of Consumer Relief 
requirements unless already satisfied.

May 15, 2014
Servicers to deliver State Reports to states and Monitor unless 
Consumer Relief obligations already satisfied.

April 14, 2014
Estimated date when Monitor to issue third Monitor Report to D.C. District 
Court; will include findings on Metrics.

May 15, 2014
Quarterly Report from Servicer to Monitor regarding Q1 2014 performance on Metrics.

November 14, 2014
Quarterly Report from Servicer to Monitor regarding Q3 2014 performance on Metrics.

Febuary 14, 2014
Quarterly Report from Servicer to Monitor regarding Q4 2013 
performance on Metrics.

August 14, 2014
Quarterly Report from Servicer to Monitor regarding Q2 2014 performance on Metrics.

April 14, 2015
Estimated date when Monitor will issue fourth Monitor Report to D.C. District 
Court unless there is a potential violation, in which case Monitor Report will 
be issued earlier; will include findings on Metrics.

May 15, 2015
Quarterly Report from Servicer to Monitor regarding Q1 2015 performance on Metrics.

November 14, 2015
Quarterly Report from Servicer to Monitor regarding Q3 and part of Q4 2015 
performance on Metrics.

Febuary 14, 2015
Quarterly Report from Servicer to Monitor regarding Q4 2014 
performance on Metrics.

August 14, 2015
Quarterly Report from Servicer to Monitor regarding Q2 2015 performance on Metrics.

April 5, 2016
Date by which Monitor will issue last Monitor Report to D.C. District Court; 
will include findings on Metrics.

November 14, 2014
Servicers to deliver State Reports to states and Monitor unless Consumer 
Relief obligations already satisfied.

January 1, 2014
IRG to conduct Satisfaction Review of Consumer Relief requirements unless 
Servicer previously asserted it had satisfied obligations.
Febuary 14, 2014
Servicers to deliver State Reports to states and Monitor unless 
Consumer Relief obligations already satisfied.

Febuary 28, 2015
Servicers to have completed 100% of Consumer Relief activity or make 
payment of at least 125% of unmet obligation.

April 14, 2015
Estimated date when Monitor will issue third Monitor Report to D.C. District 
Court; will include report on Servicers’ satisfaction of Consumer Relief 
requirements unless already satisfied.

March 1, 2015
IRG to conduct final Satisfaction Review of Consumer Relief requirements 
unless Servicer previously asserted it had satisfied obligations.

May 15, 2015
Servicers to deliver State Reports to states and Monitor unless 
Consumer Relief obligations already satisfied.

TBD
Monitor to determine and certify Servicer’s Consumer Relief activity 
upon satisfaction of any category of payment obligation at request of Servicer. 

January 1, 2015
IRG to conduct Satisfaction Review of Consumer Relief requirements unless 
Servicer previously asserted it had satisfied obligations.

Febuary 14, 2015
Servicers to deliver State Reports to states and Monitor 
unless Consumer Relief obligations already satisfied.

August 14, 2014
Servicers to deliver State Reports to states and Monitor unless Consumer 
Relief obligations already satisfied.

August 14, 2013
Quarterly Report from Servicer to Monitor regarding Q2 2013 performance 
on Metrics.
October 14, 2013
Estimated date when Monitor will issue second Monitor Report to D.C. District 
Court; will include report on Servicers’ satisfaction of Consumer Relief 
requirements if IRG conducted.

October 14, 2013
Estimated date when Monitor to issue second Monitor Report to D.C. 
District Court; will include findings on Metrics.

July 5, 2012
End of 90 day period in implementation schedule.

June 4, 2012
End of 60 day period in implementation schedule.
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Timelines
The following infographic shows the historical dates relevant 
to the National Mortgage Settlement.

2012
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Make Up of the Organization
The National Mortgage Settlement kicked off several milestones from 
the appointment of the Monitor to the release of his third progress report.

Consumer Relief
The banks must provide approximately $20 billion in relief to struggling 
homeowners. They must periodically report their activities, including meeting 
certain thresholds, by specific dates over the next three years. The Monitor 
must also provide reports to the D.C. District Court regarding bank compliance.

Servicing Standards
The banks must comply with more than 300 Servicing Standards as of 
October 2, 2012 and provide quarterly reports to the Monitor regarding how 
well those standards are working over the next three years. The Monitor will 
also provide reports to the D.C. District Court regarding bank compliance.

April 5, 2012
Consent Judgments entered in D.C. District Court; Smith officially 
named Monitor.

June 4, 2012
Monitor selected BDO as PPF.
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August 6, 2012
Monitor selected five SPFs - one for each Servicer.

September 25, 2012
Monitor and Servicers reached agreement 
on amended Work Plans.

March 20, 2012
National Mortgage Settlement announced.

March 1, 2012
Servicers began Consumer Relief activities.

March 1, 2012
Servicers began implementing Servicing Standards.

July 1, 2012
Servicers began quarter when they will be evaluated against 
up to 9 Metrics.

October 1, 2012
Servicers began quarter when they will be evaluated
against up to 20 Metrics.

October 2, 2012
All 304 Servicing Standards have been implemented. 

August 14, 2012
Servicers reported preliminary relief activity between 
March 1, 2012 and June 30, 2012 to Monitor.

August 29, 2012
Monitor released Progress Report, First Take. 

November 14, 2012
Servicers delivered State Reports to states and Monitor. 
November 14, 2012
Servicers delivered Quarterly Report to Monitor regarding 
Q3 2012 performance on Metrics. 
November 19, 2012
Monitor released Continued Progress. 

Febuary 28, 2013
Servicers to complete Consumer Relief activity eligible for 125% bonus credit.

February 21, 2013
Monitor released Ongoing Implementation.

April/May 2013
Estimated date when Monitor will issue first Monitor Report 
to D.C. District Court; will include report on Servicers’ satisfaction 
of Consumer Relief requirements.

April/May 2013
Estimated date when Monitor will issue first Monitor Report 
to D.C. District Court; will include findings on Metrics.

May 15, 2013
Servicers to deliver State Reports to states and Monitor. 

May 15, 2013
Quarterly Report from Servicer to Monitor regarding Q1 2013 performance on Metrics.

November 14, 2013
Servicers to deliver State Reports to states and Monitor unless Consumer 
Relief obligations already satisfied.

November 14, 2013
Quarterly Report from Servicer to Monitor regarding Q3 2013 performance on Metrics.

January 1, 2013
IRG began conducting Satisfaction Review of Consumer Relief requirements.

February 14, 2013
Monitor submitted Ally Report to the Court.

January 1, 2013
Servicers began quarter when they will be evaluated against all 29 Metrics.

Febuary 14, 2013
Servicers delivered State Reports to states and Monitor. 
Febuary 14, 2013
Quarterly Report from Servicer to Monitor regarding Q4 2012 
performance on Metrics.

July 27, 2012
Monitor and Servicers reached agreement on initial Work Plans. 

August 14, 2013
Servicers to deliver State Reports to states and Monitor unless Consumer 
Relief obligations satisfied.

Febuary 28, 2014
Servicers to have completed at least 75% of Consumer Relief activity.
April 14, 2014
Estimated date when Monitor will issue third Monitor Report to D.C. District 
Court; will include report on Servicers’ satisfaction of Consumer Relief 
requirements unless already satisfied.

May 15, 2014
Servicers to deliver State Reports to states and Monitor unless 
Consumer Relief obligations already satisfied.

April 14, 2014
Estimated date when Monitor to issue third Monitor Report to D.C. District 
Court; will include findings on Metrics.

May 15, 2014
Quarterly Report from Servicer to Monitor regarding Q1 2014 performance on Metrics.

November 14, 2014
Quarterly Report from Servicer to Monitor regarding Q3 2014 performance on Metrics.

Febuary 14, 2014
Quarterly Report from Servicer to Monitor regarding Q4 2013 
performance on Metrics.

August 14, 2014
Quarterly Report from Servicer to Monitor regarding Q2 2014 performance on Metrics.

April 14, 2015
Estimated date when Monitor will issue fourth Monitor Report to D.C. District 
Court unless there is a potential violation, in which case Monitor Report will 
be issued earlier; will include findings on Metrics.

May 15, 2015
Quarterly Report from Servicer to Monitor regarding Q1 2015 performance on Metrics.

November 14, 2015
Quarterly Report from Servicer to Monitor regarding Q3 and part of Q4 2015 
performance on Metrics.

Febuary 14, 2015
Quarterly Report from Servicer to Monitor regarding Q4 2014 
performance on Metrics.

August 14, 2015
Quarterly Report from Servicer to Monitor regarding Q2 2015 performance on Metrics.

April 5, 2016
Date by which Monitor will issue last Monitor Report to D.C. District Court; 
will include findings on Metrics.

November 14, 2014
Servicers to deliver State Reports to states and Monitor unless Consumer 
Relief obligations already satisfied.

January 1, 2014
IRG to conduct Satisfaction Review of Consumer Relief requirements unless 
Servicer previously asserted it had satisfied obligations.
Febuary 14, 2014
Servicers to deliver State Reports to states and Monitor unless 
Consumer Relief obligations already satisfied.

Febuary 28, 2015
Servicers to have completed 100% of Consumer Relief activity or make 
payment of at least 125% of unmet obligation.

April 14, 2015
Estimated date when Monitor will issue third Monitor Report to D.C. District 
Court; will include report on Servicers’ satisfaction of Consumer Relief 
requirements unless already satisfied.

March 1, 2015
IRG to conduct final Satisfaction Review of Consumer Relief requirements 
unless Servicer previously asserted it had satisfied obligations.

May 15, 2015
Servicers to deliver State Reports to states and Monitor unless 
Consumer Relief obligations already satisfied.

TBD
Monitor to determine and certify Servicer’s Consumer Relief activity 
upon satisfaction of any category of payment obligation at request of Servicer. 

January 1, 2015
IRG to conduct Satisfaction Review of Consumer Relief requirements unless 
Servicer previously asserted it had satisfied obligations.

Febuary 14, 2015
Servicers to deliver State Reports to states and Monitor 
unless Consumer Relief obligations already satisfied.

August 14, 2014
Servicers to deliver State Reports to states and Monitor unless Consumer 
Relief obligations already satisfied.

August 14, 2013
Quarterly Report from Servicer to Monitor regarding Q2 2013 performance 
on Metrics.
October 14, 2013
Estimated date when Monitor will issue second Monitor Report to D.C. District 
Court; will include report on Servicers’ satisfaction of Consumer Relief 
requirements if IRG conducted.

October 14, 2013
Estimated date when Monitor to issue second Monitor Report to D.C. 
District Court; will include findings on Metrics.

July 5, 2012
End of 90 day period in implementation schedule.

June 4, 2012
End of 60 day period in implementation schedule.
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Timelines
The following infographic shows the historical dates relevant 
to the National Mortgage Settlement.
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Make Up of the Organization
The National Mortgage Settlement kicked off several milestones from 
the appointment of the Monitor to the release of his third progress report.

Consumer Relief
The banks must provide approximately $20 billion in relief to struggling 
homeowners. They must periodically report their activities, including meeting 
certain thresholds, by specific dates over the next three years. The Monitor 
must also provide reports to the D.C. District Court regarding bank compliance.

Servicing Standards
The banks must comply with more than 300 Servicing Standards as of 
October 2, 2012 and provide quarterly reports to the Monitor regarding how 
well those standards are working over the next three years. The Monitor will 
also provide reports to the D.C. District Court regarding bank compliance.

April 5, 2012
Consent Judgments entered in D.C. District Court; Smith officially 
named Monitor.

June 4, 2012
Monitor selected BDO as PPF.
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August 6, 2012
Monitor selected five SPFs - one for each Servicer.

September 25, 2012
Monitor and Servicers reached agreement 
on amended Work Plans.

March 20, 2012
National Mortgage Settlement announced.

March 1, 2012
Servicers began Consumer Relief activities.

March 1, 2012
Servicers began implementing Servicing Standards.

July 1, 2012
Servicers began quarter when they will be evaluated against 
up to 9 Metrics.

October 1, 2012
Servicers began quarter when they will be evaluated
against up to 20 Metrics.

October 2, 2012
All 304 Servicing Standards have been implemented. 

August 14, 2012
Servicers reported preliminary relief activity between 
March 1, 2012 and June 30, 2012 to Monitor.

August 29, 2012
Monitor released Progress Report, First Take. 

November 14, 2012
Servicers delivered State Reports to states and Monitor. 
November 14, 2012
Servicers delivered Quarterly Report to Monitor regarding 
Q3 2012 performance on Metrics. 
November 19, 2012
Monitor released Continued Progress. 

Febuary 28, 2013
Servicers to complete Consumer Relief activity eligible for 125% bonus credit.

February 21, 2013
Monitor released Ongoing Implementation.

April/May 2013
Estimated date when Monitor will issue first Monitor Report 
to D.C. District Court; will include report on Servicers’ satisfaction 
of Consumer Relief requirements.

April/May 2013
Estimated date when Monitor will issue first Monitor Report 
to D.C. District Court; will include findings on Metrics.

May 15, 2013
Servicers to deliver State Reports to states and Monitor. 

May 15, 2013
Quarterly Report from Servicer to Monitor regarding Q1 2013 performance on Metrics.

November 14, 2013
Servicers to deliver State Reports to states and Monitor unless Consumer 
Relief obligations already satisfied.

November 14, 2013
Quarterly Report from Servicer to Monitor regarding Q3 2013 performance on Metrics.

January 1, 2013
IRG began conducting Satisfaction Review of Consumer Relief requirements.

February 14, 2013
Monitor submitted Ally Report to the Court.

January 1, 2013
Servicers began quarter when they will be evaluated against all 29 Metrics.

Febuary 14, 2013
Servicers delivered State Reports to states and Monitor. 
Febuary 14, 2013
Quarterly Report from Servicer to Monitor regarding Q4 2012 
performance on Metrics.

July 27, 2012
Monitor and Servicers reached agreement on initial Work Plans. 

August 14, 2013
Servicers to deliver State Reports to states and Monitor unless Consumer 
Relief obligations satisfied.

Febuary 28, 2014
Servicers to have completed at least 75% of Consumer Relief activity.
April 14, 2014
Estimated date when Monitor will issue third Monitor Report to D.C. District 
Court; will include report on Servicers’ satisfaction of Consumer Relief 
requirements unless already satisfied.

May 15, 2014
Servicers to deliver State Reports to states and Monitor unless 
Consumer Relief obligations already satisfied.

April 14, 2014
Estimated date when Monitor to issue third Monitor Report to D.C. District 
Court; will include findings on Metrics.

May 15, 2014
Quarterly Report from Servicer to Monitor regarding Q1 2014 performance on Metrics.

November 14, 2014
Quarterly Report from Servicer to Monitor regarding Q3 2014 performance on Metrics.

Febuary 14, 2014
Quarterly Report from Servicer to Monitor regarding Q4 2013 
performance on Metrics.

August 14, 2014
Quarterly Report from Servicer to Monitor regarding Q2 2014 performance on Metrics.

April 14, 2015
Estimated date when Monitor will issue fourth Monitor Report to D.C. District 
Court unless there is a potential violation, in which case Monitor Report will 
be issued earlier; will include findings on Metrics.

May 15, 2015
Quarterly Report from Servicer to Monitor regarding Q1 2015 performance on Metrics.

November 14, 2015
Quarterly Report from Servicer to Monitor regarding Q3 and part of Q4 2015 
performance on Metrics.

Febuary 14, 2015
Quarterly Report from Servicer to Monitor regarding Q4 2014 
performance on Metrics.

August 14, 2015
Quarterly Report from Servicer to Monitor regarding Q2 2015 performance on Metrics.

April 5, 2016
Date by which Monitor will issue last Monitor Report to D.C. District Court; 
will include findings on Metrics.

November 14, 2014
Servicers to deliver State Reports to states and Monitor unless Consumer 
Relief obligations already satisfied.

January 1, 2014
IRG to conduct Satisfaction Review of Consumer Relief requirements unless 
Servicer previously asserted it had satisfied obligations.
Febuary 14, 2014
Servicers to deliver State Reports to states and Monitor unless 
Consumer Relief obligations already satisfied.

Febuary 28, 2015
Servicers to have completed 100% of Consumer Relief activity or make 
payment of at least 125% of unmet obligation.

April 14, 2015
Estimated date when Monitor will issue third Monitor Report to D.C. District 
Court; will include report on Servicers’ satisfaction of Consumer Relief 
requirements unless already satisfied.

March 1, 2015
IRG to conduct final Satisfaction Review of Consumer Relief requirements 
unless Servicer previously asserted it had satisfied obligations.

May 15, 2015
Servicers to deliver State Reports to states and Monitor unless 
Consumer Relief obligations already satisfied.

TBD
Monitor to determine and certify Servicer’s Consumer Relief activity 
upon satisfaction of any category of payment obligation at request of Servicer. 

January 1, 2015
IRG to conduct Satisfaction Review of Consumer Relief requirements unless 
Servicer previously asserted it had satisfied obligations.

Febuary 14, 2015
Servicers to deliver State Reports to states and Monitor 
unless Consumer Relief obligations already satisfied.

August 14, 2014
Servicers to deliver State Reports to states and Monitor unless Consumer 
Relief obligations already satisfied.

August 14, 2013
Quarterly Report from Servicer to Monitor regarding Q2 2013 performance 
on Metrics.
October 14, 2013
Estimated date when Monitor will issue second Monitor Report to D.C. District 
Court; will include report on Servicers’ satisfaction of Consumer Relief 
requirements if IRG conducted.

October 14, 2013
Estimated date when Monitor to issue second Monitor Report to D.C. 
District Court; will include findings on Metrics.

July 5, 2012
End of 90 day period in implementation schedule.

June 4, 2012
End of 60 day period in implementation schedule.
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Appendix II: Program to Date Consumer Relief

Total Consumer Relief—Program to Date
$45.83B 

Completed First Lien Modification 
Forgiveness $6.04B 

Completed Forgiveness of pre- 
3/1/12 Forbearance $1.369B

Completed Second Lien Modifications 
and Extinguishments $11.594B

Short Sales Completed $19.505B

Total Other Program Activity $1.627B

Refinance Consumer Relief $2.209B

Active Trial in Process $3.486B
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Completed First Lien Modifications* 
$6.04B 

Ally $140M

Bank of America $3.419B

Chase $1.427B

Citi $215M  

Wells $839M

* Finalized first lien principal reduction permanent modifications (including 
converted trial modifications).

Completed Second Lien Modifications* and 
Extinguishments** $11.594B  

Ally $94M

Bank of America $9.818B

Chase $7M

Citi  $1.384B

Wells $290M

* Finalized second lien principal reduction permanent modifications.
** Finalized second lien mortgage extinguishments (forgiveness of the entire 
balance and release of lien).

Completed Forgiveness of 
pre-3/1/12 Forbearance* $1.369B 

Ally $4M

Bank of America $263M

Chase  $423M

Citi  $353M

Wells $326M

* Forgiveness of deferred principal from pre-settlement permanent 
modification of first lien mortgages.

Short Sales Completed* $19.505B  

Ally $168M

Bank of America $11.846B

Chase $5.26B

Citi  $426M

Wells $1.805B

* The forgiveness of first or second lien mortgage remaining balances to 
facilitate short sale transactions and release of liens. Also includes forgiveness 
of first or second lien mortgage remaining balances to facilitate transactions 
in which borrower deeds the residence to Servicer/investor in lieu of 
foreclosure and release of liens.
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Other Programs*  $1.627B  

Ally $151M

Bank of America $1.181B

Chase $224M

Citi  $7M

Wells $65M

* Other consumer relief programs include: (a) Enhanced Borrower Transitional 
Funds Paid by Servicer (transitional funds in an amount greater than $1,500 
provided to homeowners to facilitate completion of short sales or deeds in 
lieu of foreclosure), (b) Servicer Payments to Unrelated 2nd Lien Holder for 
Release of 2nd Lien (payments to unrelated second lien holders for release of 
second lien mortgages in connection with short sale or deeds-in-lieu 
transactions), (c) Forbearance for Unemployed Borrowers (forgiveness of 
payment arrearages on behalf of unemployed borrowers or traditional 
forbearance programs for unemployed borrowers to keep them in their homes 
until they can resume payments), (d) Deficiency Waivers (waiver of valid 
claims on borrower deficiency balances on first or second lien mortgages and 
release of liens), (e) Forgiveness of Principal Associated with a Property 
When No Foreclosure (forgiveness of principal associated with a property and 
release of liens in connection with a decision not to pursue foreclosure), (f) 
Cash Costs Paid by Servicer for Demolition of Property (payments to 
demolish properties to prevent blight), and (g) REO Properties Donated 
(properties owned by Servicers/investors that are donated to municipalities, 
nonprofits, disabled servicemembers, or families of deceased servicemembers).

Active Trial in Process* $3.486B 

Ally $2M

Bank of America $2.184B

Chase $1B

Citi $65M

Wells $235M

* 1st Lien Modification Trials Started/In Process represents all first lien mortgage 
trial modifications that were in process as of the last day of the current quarter.

Refinance Consumer Relief* $2.209B  

Ally $67M

Bank of America $320M

Chase $525M

Citi  $406M

Wells $891M

* The estimated benefit to borrowers from refinancing is the estimated annual 
benefit multiplied by 7.85, which represents the Servicers' weighted multiplier 
under the Settlement per Exhibit D ¶ 9.e.ii.1, and is consistent with what some 
of the Servicers are reporting in their filings with the U.S. Securities and 
Exchange Commission. The estimated annual benefit to borrowers is the 
product of the average annual interest rate reduction, the average unpaid 
principal loan balance, and the number of borrowers.
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Appendix III: Fourth Quarter 2012 Consumer Relief 

Total Consumer Relief—Fourth Quarter
$23.9B 

Completed First Lien Modification 
Forgiveness $3.492B 

Completed Forgiveness of pre- 
3/1/12 Forbearance $364M

Completed Second Lien Modifications 
and Extinguishments $8.761B

Short Sales Completed $6.404B

Total Other Program Activity $624M

Refinance Consumer Relief  $768M

Active Trial in Process $3.468B
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Completed First Lien Modifications* 
$3.492B 

Ally $34M

Bank of America $2.53B

Chase $526M

Citi $97M  

Wells $306M

* Finalized first lien principal reduction permanent modifications (including 
converted trial modifications).

Completed Second Lien Modifications* and 
Extinguishments** $8.761B  

Ally $8M

Bank of America $7.285B

Chase $4M

Citi  $1.18B

Wells $285M

* Finalized second lien principal reduction permanent modifications.
** Finalized second lien mortgage extinguishments (forgiveness of the entire 
balance and release of lien).

Completed Forgiveness of 
pre-3/1/12 Forbearance* $364M 

Ally $1M

Bank of America $32M

Chase  $.2M

Citi  $76M

Wells $255M

* Forgiveness of deferred principal from pre-settlement permanent 
modification of first lien mortgages.

Short Sales Completed* $6.404B  

Ally $0

Bank of America $4.411

Chase $1.299B

Citi  $115M

Wells $579M

* The forgiveness of first or second lien mortgage remaining balances to 
facilitate short sale transactions and release of liens. Also includes forgiveness 
of first or second lien mortgage remaining balances to facilitate transactions 
in which borrower deeds the residence to Servicer/investor in lieu of 
foreclosure and release of liens.
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Other Programs*  $624M  

Ally $0

Bank of America $564M

Chase $52M

Citi  $2M

Wells $6M

* Other consumer relief programs include: (a) Enhanced Borrower Transitional 
Funds Paid by Servicer (transitional funds in an amount greater than $1,500 
provided to homeowners to facilitate completion of short sales or deeds in 
lieu of foreclosure), (b) Servicer Payments to Unrelated 2nd Lien Holder for 
Release of 2nd Lien (payments to unrelated second lien holders for release of 
second lien mortgages in connection with short sale or deeds-in-lieu 
transactions), (c) Forbearance for Unemployed Borrowers (forgiveness of 
payment arrearages on behalf of unemployed borrowers or traditional 
forbearance programs for unemployed borrowers to keep them in their homes 
until they can resume payments), (d) Deficiency Waivers (waiver of valid 
claims on borrower deficiency balances on first or second lien mortgages and 
release of liens), (e) Forgiveness of Principal Associated with a Property 
When No Foreclosure (forgiveness of principal associated with a property and 
release of liens in connection with a decision not to pursue foreclosure), (f) 
Cash Costs Paid by Servicer for Demolition of Property (payments to 
demolish properties to prevent blight), and (g) REO Properties Donated 
(properties owned by Servicers/investors that are donated to municipalities, 
nonprofits, disabled servicemembers, or families of deceased servicemembers).

Refinance Consumer Relief* $768M  

Ally $25M

Bank of America $267M

Chase $8M

Citi  $174M

Wells $293M

* The estimated benefit to borrowers from refinancing is the estimated annual 
benefit multiplied by 7.85, which represents the Servicers' weighted multiplier 
under the Settlement per Exhibit D ¶ 9.e.ii.1, and is consistent with what some 
of the Servicers are reporting in their filings with the U.S. Securities and 
Exchange Commission. The estimated annual benefit to borrowers is the 
product of the average annual interest rate reduction, the average unpaid 
principal loan balance, and the number of borrowers.

Active Trial in Process* $3.486B 

Ally $2M

Bank of America $2.184B

Chase $1B

Citi $65M

Wells $235M

* 1st Lien Modification Trials Started/In Process represents all first lien mortgage 
trial modifications that were in process as of the last day of the current quarter.
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Appendix IV: Ally Crediting Information
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SCORECARD: 

Ally Consumer Relief Crediting

ERROR
NUMBER OF LOANS 

IN QUESTION REMEDIATION

February 2013

2. Ally claimed credit for a first  
 lien modification loan when  
 the loan modification was 
 not current 90 days after  
 implementation.

3. Ally claimed credit for first  
 lien modification loans using  
 an incorrect valuation.

4. IRG approved credit for a first  
 lien modification loan using  
 an incorrect valuation.

1. Ally claimed more credit for 
 refinancing loans than was 
 accurate.

• While testing a sample of Ally’s refinancing  
 loans, the IRG identified error and directed Ally  
 to recalculate these loans. 
• Ally reevaluated the affected loans plus all of its  
 refinancing loans and resubmitted its consumer  
 relief report to the IRG.

• IRG identified the error while testing a sample 
 of Ally’s first lien modification loans. 
• This discrepancy accounted for a margin of 
 error of 0.56%, which is within the permitted 
 2% margin of error.

• IRG identified the error after retesting the  
 affected loans using a protocol agreed upon by  
 the Monitor and the IRG concerning the  
 appropriate valuation of the property.
• The discrepancy between Ally claimed credit 
 amount and the IRG’s evaluation accounted for 
 a margin of error of 1.82%, which is within the 
 permitted 2% margin of error.

• Monitor and his team identified the error.
• The discrepancy between Ally claimed credit 
 amount and the Monitor’s evaluation 
 accounted for a margin of error of 1.97%, which 
 is within the permitted 2% margin of error.

9

1

3

1

The Ally Internal Review Group (IRG) tested 1,671 
of the bank’s 7,434 loans for which it claimed credit. 
The Monitor and his Primary Professional Firm (PPF) 
then tested 767 of these loans to ensure the IRG 
testing was correct. Below are errors that were 
identified either by the IRG or the Monitor and 
remediated through this process.
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