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Insights from the CFPB on Impacts of COVID-19

On August 10, 2021, the Consumer Financial Protection Bureau (CFPB or 
“Bureau”) released observations from COVID-19 pandemic data from sixteen 
of the largest US bank and nonbank mortgage servicers.1 The purpose of the 
analysis was to identify areas of risk for borrower harm as servicers respond 
to the pandemic and higher volumes of borrowers exiting forbearance plans. 
The data was obtained for the period from December 2020 to April 2021 for 
seventeen million loans, consisting of thirteen million (77%) federally backed 
loans and 3.5 million (23%) private loans. 

The CFPB previously stated in Bulletin 2021-02 (published April 1, 2021) that it would 
be paying particular attention to how mortgage servicers respond to borrower requests 
for loss mitigation assistance and the processing of loss mitigation applications.2 The 
Bureau strongly urged servicers to dedicate sufficient resources and staff to ensure clear 
communication with borrowers, effective management of borrower requests for assistance, 
and sufficient promotion of loss mitigation alternatives to ultimately reduce avoidable 
foreclosures and related costs. It is not surprising that the Bureau is looking at call center 
data and may leverage this analysis on upcoming exams. 

The CFPB had three main observations: 

1. Key call center metrics did not increase for a majority of servicers  
(except a few outliers)

2. Delinquent loans exiting CARES Act forbearance plans increased during  
the reporting period

3. Collection and management of borrowers’ limited English proficiency  
(LEP) status and other demographic information (i.e., race) differed  
greatly among servicers

1 CFPB Office of Supervision Policy, Mortgage Servicing COVID-19 Pandemic Response Metrics: Observations from Data 
Reported by Sixteen Servicers (August 2021), available at: https://files.consumerfinance.gov/f/documents/cfpb_
mortgage-servicing-covid-19-pandemic-response-metrics_report_2021-08.pdf 

2 CFPB, “Bulletin 2021-02: Supervision and Enforcement Priorities Regarding Housing Insecurity” (March 31, 2021), 
available at: https://files.consumerfinance.gov/f/documents/cfpb_bulletin-2021-02_supervision-and-enforcement-
priorities-regarding-housing_WHcae8E.pdf 

It is not surprising that 
the Bureau is looking at 

call center data and may  
leverage this analysis on 

upcoming exams.
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Insights from the CFPB on Impacts of COVID-19

Key Call Center Metrics
While the CFPB observed that call center metrics did not increase over the period, the average 
speed of answer (ASA) for the sixteen servicers was 2.7 minutes, which is well above the 
General Services Administration’s (GSE) requirement of 60 seconds. However, abandonment 
rates for most servicers were under 5 percent, which is in line with GSE requirements, except 
for three outliers that were above 10 percent each. Servicers’ average handle time appeared 
relatively stable during the reporting period. Throughout the pandemic, BRG’s Financial 
Institution Advisory (FIA) practice has noted that certain servicers made a business decision 
to increase handle time and sacrificed ASA and abandonment rate to ensure borrowers were 
appropriately educated on their options. The CFPB also found that servicers with the highest 
call volumes were not the ones with the outlier metrics; so while call centers saw an influx in 
volume, it appears that by early 2021, servicers could timely respond to customer inquiries 
if appropriate policies, procedures, and processes had been put in place. 

Delinquent Forbearance Exits
Borrowers exiting forbearance who are delinquent on payments increased over the reporting 
period, from approximately 3,000 to 14,000 for federally backed loans and 1,000 to 3,000 for 
private loans. The CFPB noted that the increase was seen in both populations, although 
the federally backed loans should have more options available to borrowers and, therefore, 
less of a need for a delinquent exit. The increase could mean that borrowers have not been 
appropriately informed of options or servicers do not have the capacity to appropriately assist 
the exit of borrowers from forbearance into a permanent option. Servicers should review 
internal policies, procedures, processes, and complaints to identify root causes for the increase 
in delinquent forbearance exits and what can be done to reduce the risk of borrower harm. 

The number of individuals exiting forbearance plans continues to rise, with the Mortgage 
Bankers Association (MBA) reporting 1.6 million homeowners in active forbearance plans 
as of August 15, 2020, or an average of only 3.25 percent of servicers’ portfolio volume.3 This 
represents the twenty-fourth consecutive week in which forbearance plan volumes declined, 
which increases the likelihood for additional delinquent exits. 

3 Mortgage Bankers Association, “Share of Mortgage Loans in Forbearance Dips to 3.25%” (August 24, 2021), available at: 
https://newslink.mba.org/mba-newslinks/2021/august/share-of-mortgage-loans-in-forbearance-dips-to-3-25/ 

The increase could mean that borrowers have not been 
appropriately informed of options or servicers do not have 

the capacity to appropriately assist the exit of borrowers 
from forbearance into a permanent option.
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Insights from the CFPB on Impacts of COVID-19

Consumer LEP Status and Demographic 
Information
The CFPB was unable to draw conclusions between LEP status and borrower race and 
servicer response to these borrowers during the pandemic due to some servicers not 
collecting this data and others collecting it in an inconsistent format. However, the CFPB did 
conclude that LEP customers may be offered different levels of assistance and translation 
services at the various servicers. In addition, the CFPB is unclear how servicers that do not 
collect borrower race information or conduct a proxy analysis to assign a race complete 
fair lending analyses in compliance with the Equal Credit Opportunity Act (ECOA) and 
Regulation B, which outlines the rules that lenders must adhere to when obtaining and 
processing information. The CFPB recommends that servicers evaluate their fair lending 
risk and compliance management systems to ensure minimal risk of borrower harm to 
vulnerable populations. Due to this recommendation, servicers should expect this to be 
an area of heightened focus during the CFPB’s next exam cycle. 

As servicers work to improve operations and tackle challenges or outliers identified 
through the CFPB’s comparison data, BRG’s FIA practice suggests the following: 

1. Proactive outreach to borrowers whose forbearance plans are expiring to 
provide guidance on extensions or other assistance options available.

2. Proactive outreach to delinquent borrowers who have not requested 
a forbearance plan or any type of loss mitigation assistance. More and 
more borrowers may be at risk due to expiration of temporary pandemic 
relief programs (e.g., pandemic unemployment assistance/compensation, 
foreclosure moratorium).

3. Increase in call center capacity during periods leading up to the expiration 
of large volumes of forbearance plans. Methods to enhance capacity include: 

a. Hiring additional staff in call center department

b. Cross-training staff from other departments to perform call center 
duties if ASA/abandonment rates begin to spike

c. Looking into offshore resource options for a way to expand capacity 
at low cost. 

4. Enhancement of borrower websites and portals to ensure information is 
readily available, and borrowers can interact via electronic means (e.g., 
upload loss mitigation documents). Informative websites also help reduce 
call center volumes.

5. Training for call center and operations staff on new options available for 
various investors (e.g., deferral programs). 

6. Improvements to servicing systems and other applications to ensure 
appropriate data collection and automation of decisioning tools  
for new guidelines. 

7. Review and improvement of LEP and race information collection, 
categorization, and management; and analysis of assistance provided 
to vulnerable populations during the pandemic and confirmation of 
compliance with fair lending regulations. 



How BRG can help: 
 – Deploy our Digital Workforce solutions to automate processes including loss 

mitigation application processing, quality control, underwriting, back-office 
functions, and compliance. We can help you improve efficiency, reduce 
costs, and decrease risk. Contact us for a demo.

 – Perform comprehensive CARES Act review to ensure compliance with new 
and changing regulations.

 – Conduct lookback testing of borrowers who requested short- or  
long-term assistance or exited forbearance plans.

 – Analyze call center data and metrics and identify areas of risk and 
opportunities for enhancements.

 – Run our proprietary Credit Compliance analytics and review credit 
reporting updates for CARES Act guidance. 

 – Review and implement borrower outreach programs and website updates.

 – Perform subservicer CARES Act compliance and operations reviews.

 – Conduct fair lending risk assessments, and review fair lending  
monitoring programs. 

 – Augment staffing needs in loss mitigation and other departments. 
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About BRG
Berkeley Research Group, LLC (BRG) is a global consulting firm that helps leading organizations 
advance in three key areas: disputes and investigations, corporate finance, and performance 
improvement and advisory. Headquartered in California with offices around the world, we are 
an integrated group of experts, industry leaders, academics, data scientists, and professionals 
working beyond borders and disciplines. We harness our collective expertise to deliver the 
inspired insights and practical strategies our clients need to stay ahead of what’s next. Visit 
thinkbrg.com for more information. 
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