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General Services Agreement


STATEMENT OF WORK 

1. PROJECT DESCRIPTION

This Statement of Work (“SOW”) describes the tasks and responsibilities to be executed by   Supplier and Bank of America, to implement The Cooperative Short Sale Initiative. This initiative will provide the borrower an alternative solution to foreclosure.  This will be accomplished by working with the borrower and agent to market the property to solicit a short sale.  Bank of America will partner with Supplier to assist with management and services for portions of this program.  Delinquent loans will be targeted in this initiative that do not qualify for Home Retention solutions, particularly modifications.  

2. SCOPE  OF WORK 

a. Services

i. Bank of America will utilize the services of Supplier to do the following;

1. Initiate customer contact via outbound campaigns 

2. Monitor progress of properties

3. Decision based on delegated matrices

4. Perform valuation / title services

5. Monitor files to close

6. Facilitate liquidation outcomes such as Deed in Lieu

7. Report status of work 

8. Utilize Bank of America systems (Equator)

9. Negotiate necessary terms of the closings on behalf of Bank of America including but not limited to second lien holders, Investors and MI companies.

10. When applicable provide homeowner names of three different realtors that can assist in the listing and sale of the property

11. When applicable reconcile multiple different valuations of the property to determine fair value for Bank of America

b. Mission Statement

Assist customers, investors and servicers to find alternatives to foreclosure that mitigate loss for properties that do not qualify for alternative home retention strategies.

c. Goals

i. Mitigate loss of Foreclosure and REO

ii. Improve the customer experience during the Short Sale process

iii. Improve Short Sale timeline decisions

iv. Reduce loss to investor and MI companies

v. Implement solutions through Equator
vi. Facilitate handoff to Deed in Lieu if Short Sale is unsuccessful to prevent foreclosure.

d. Objectives

i. Make contact with all delinquent borrowers that do not qualify for a home retention service as noted in the Bank of America systems

ii. Initiate and educate eligible borrowers in the Cooperative Program

iii. Value and market properties to appropriately list and capture a contractual offer to liquidate the property

iv. Stream line Short Sale decision process and required documentation

1. Internally

2. Investors

3. MI

v. Track and monitor through Bank of America system, Equator
vi. Provide visibility through timely, accurate and complete reporting

vii. Handoff complete package for Deed in Lieu if Short Sale does not work



e. Program Overview

i. Bank of America will select loans which have been marked as MHA Decline Population

ii. Supplier will make contact with the borrower to determine level of interest and to provide information with following methods:

1. Letters

2. Calls

iii. All content of communication will be provided by Bank of America.  Communications to borrower will include:

1. Instructions

2. Requirements

3. Timelines

4. Contact information

5. All relevant information to satisfy FDCPA requirements

iv. Upon contacting the borrower,  Supplier will validate interest in selling and eventually vacating the home

v. Supplier will provide guidance to borrower and explain the steps of completion and time requirements

vi. Supplier will instruct borrower on how to select listing agent, provide assistance on finding a listing agent or at the borrower’s request, provide listing agent referrals.

vii. Supplier will order title and values from designated Bank of America vendor.

viii. Supplier will order valuations of properties for interested participants to determine a matrix for listing and approval through a designated Bank of America vendor.

ix. Borrower and Agent will obtain market offer; Supplier may provide a buyer in partnership with a buyer’s broker.

x. If net proceeds fall within listing and approval matrix, offer will be streamlined to closing

f. Reporting

i. Weekly Reporting (summary at a loan level/loan file number): 

1. Total number of responses from homeowners who have received letters seeking additional information about the program. The report details should include;

a. Responses obtained with the letter only.

b. Responses obtained with the letter and follow on telemarketing campaign

2. Number of willing participants in the program and how many have declined assistance.  The report details should include;

a. Declined responses based on the direct mail campaign vs. the outbound telemarking campaign
b. Reasons for declining the program as stated by the participant.

3. Report by account number detailing if the appraisal / BPO has been ordered and Title document received.

4. Number of offers received and how many are above the variance to reserve floor amount.  How many have been resubmitted for negotiations and how many have been declined due to insufficient offer.

a. Approved

b. Counter Offers submitted and awaiting response

c. Declined

5. Bank of America will provide Supplier with unique customer loan number to track data.

ii. Monthly Reporting: (summary at a loan level/loan file number):

1. Cumulative number (measured on YTD and MTD) of appraisal / BPO received each month including;

a. Turnaround timelines

b. Total pending

2. Cumulative number of loans declined and time frame for submission of offer each month.

3. Cumulative number of unique customers for whom documents are stored each month, assuming Bank of America can provide Supplier with a unique customer number in the data

4. Number of Approved and Closed to be reported numerically and graphically to include;

a. Pipeline/Work in Progress/Backlog

i. Total number of files being processed 

ii. Specific stage of each file (as per the attached Addendums -Coop and Traditional Process)

3. POTENTIAL OFFER SCENARIOS
a. Scenario 1: Borrower declines Cooperative Assistance

i. Decline loan in system – “Borrower does not want to participate”

b. Scenario 2: Borrower Participates and offer within approval matrix  

i. Open short sale template in Equator
ii. Send Approval Message

iii. Qualify in Equator
iv. Follow normal process

1. Approval Letter

2. Monitor Closing

c. Scenario 3: Borrower Participates and offer below approval matrix  

i. Open short sale template in Equator
ii. Send Counter Message

iii. Document Counter Template

iv. Follow up for response to counter

v. Receive counter

vi. Decision Receipt of Counter

1. Approve if net offer of counter is above Delegated Reserve Amount

2. Submit to Bank of America if counter is below approval matrix

d. Scenario 4: Borrower Participates and offer is declined

i. A counter offer must be sent before closing loan out of program

ii. Loan is declined in Equator
iii. Send Decline Program Message

iv. Document Decline

v. Close Equator
e. Scenario 5: Receive New Offer on loan previously Declined

i. Review offer

ii. If new offer, processes will remain same as negotiate

4. ROLES AND RESPONSIBILITIES

Supplier will conduct all communications, decisions and transactions through Bank of America guidelines and systems.
a. Bank of America Responsibilities
i. Supply list of properties for Supplier to work

ii. Provide Delegation Matrix for supplier 

iii. Provide letters and scripting for communication

iv. Provide system access to Equator
v. Stipulate valuation and title vendors

vi. Provide Equator System Training via Web-based or OnSite Training as directed by Bank of America.  Training will include;

1. Basic Short Sale process

2. Add on Coop/Traditional Short Sale processing

b.  Supplier 
i. Service Attributes
1. Supplier provides independent valuation analysis and offer negotiation to ensure the optimal solution for the borrower and the client
2. Supplier provides upfront due diligence on pricing and marketability of the property to ensure a timely sale and closing.
3. Supplier provides, through its corporate partner, Supplier, support for property sales with unparalleled marketing and advertising resources.
ii. Responsibilities
1. Ensuring Customer Sensitive Information is protected throughout the process

2. Supplier shall provide requested information to homeowner about program and the qualifications

3. Supplier shall conduct at a minimum 3 attempts to contact borrower/agent via a direct mail campaign and an outbound telemarking campaign within 10 business days of receiving solicitation file from Bank of America. The telemarketing campaign (i.e. telephone calls) will be conducive to the relevant time zone of the subject borrower/agent with potential calls occurring in AM and PM time frames respectively. 

4. Supplier shall provide homeowner with option as required by the program 
5. Make out reach efforts to homeowner via phone calls and U.S Mail

6. Submit weekly, loans which have been rejected for short sale program, however, are candidates for DIL or other alternative liquidation strategy.

7. Supplier   will participate in joint meetings with Bank of America N.A representatives to discuss issues and project status

8. Supplier shall have adequate office and personnel resources for responding to homeowner needs, including telephone coverage

5. DELEGATION MATRIX
	VENDOR / SERVICER

	Delegation
	Low
	Moderate
	High
	Non Delegated
	 

	Listing
	90%
	85%
	75%
	Below 75%
	 

	Net offer to Appraisal
	83%
	80%
	75%
	Below 75%
	 

	Loss Limit
	< $75K
	> $75K but <$100K
	>$100K but < $200K
	> $200000
	 

	Expenses
	<= 1%
	 <= $2%
	<=5%
	>5%
	 

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	Low Risk
	Vendor is delegated to approve loans for short sale
	
	

	Moderate Risk
	Vendor must review within organization before granting approval for short sale
	

	High Risk
	Vendor must review within organization and gain BAC approval prior to short sale decision.

	Non Delegated
	Vendor must send loan to BAC for Short Sale review
	
	

	
	
	
	


6. RAMP UP SCHEDULE (For planning purposes only Bank of America makes no commitment to providing the associated file volumes)

<<PROVIDE A TABLE WITH DATES & VOLUMES>>
SCHEDULE B

Service Fees

1. PRICING
	Short Sale Activity
	Fee per unit

	Solicitation
	 $             0 

	Set-Up/Listed
	 $              -   

	SPO Approved
	 $          0** 

	Prelim HUD
	 $              -   

	Final HUD/Closed
	 $          0 

	Total
	 $          00 

	DIL
	$


The above Pricing is based on the attached Addendum - Coop Short Sale Process.  Supplier will invoice Bank of American as follows; 1) Upon unsuccessful Solicitation attempt, 2) At the SPO Task 2.3 if prospective Buyer falls out and the File is dispositioned as foreclosure or DIL or 3) Upon successful completion of the Short Sale.  Bank of American requests that invoices are provided only upon a successful completion of a Short Sale or if applicable based on the 3 conditions as previously described above in the paragraph. 
 Pricing includes standard mailing fees related to solicitation and document management with borrower and/or agent.  Pricing does not include special delivery fees, i.e., courier, etc.
SCHEDULE C

Performance Measurements

1. Service Level Agreements (SLA) 

a. Supplier hours of operation are:

i. Call Center

1. M-F  ??am ?ST to ??pm ?ST

2. Saturday  ??am ?ST to ??pm ?ST 

3. Upon request of client

ii. Negotiator/Loss Mitigator

1. Standard hours:  M-F ??am ?ST to ??pm ?ST

b. Solicitation

i. Supplier will make 3 attempts to contact borrower/agent within 10 business days of receiving solicitation file from Bank of America

ii. Calls Abandon Ratio < 5%

iii. ASA < 45 seconds

iv. Quality Score (with input from client) > 80%

v. Outbound Solicitation > 25% right party contact ratio

vi. Conversions > 33% (welcome packages returned / right party contacts)

c. Asset Management

i. Liquidations > 40% of the conversions.  This metric is stated as a minimum expectation, Bank of America and Supplier are aligned on establishing a process to promote the successful closing of a significant percentage of the files as provided for Short Sale.

ii. Value and market properties to solicit a contractual offer to liquidate the property within a specific time frame that is outlined and approved by Bank of America, in a 90 day or less time period from listing to closing under certain conditions with 120 days as a benchmark.

iii. End to End timeline (receipt of file to successful closing) will not exceed 150 days.  This timeline is inclusive of (ii) of this Section and is not intended to be an average timeframe for a Short Sale successful completion.  As per the Reporting Section, Supplier will provide detail status of each file to promote oversight by Bank of America to escalate/resolve issues and disposition files accordingly based on the total number of days Supplier has had the file.    

iv. Values will be supplied to Supplier within 7 days by 3rd party vendor

v. Updated values will be ordered every 90 days by Supplier. 

vi. Title will be supplied within 10 days

vii. BANK OF AMERICA will provide updated delegated Reserve Amounts at a minimum of  (90) Days
SCHEDULE C

Performance Measurements

viii. Supplier will provide a response to Broker offers with no MI or subordinate lien approval needed within 24 hours (this SLA is only applicable to “Offers”) with the following responses:

1. Approve
2. Negotiate

3. Decline Cooperative Program

4. Suspend Cooperative Program
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