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Wells Fargo & Company Responsible Servicing Principles for U.S. Residential Real Estate Lending 

Wells Fargo's vision to satisfy all our customers' financial needs and help them succeed financially includes helping as many people as possible achieve and maintain the dream of being a homeowner. We have long applied responsible lending principles in creating homeownership opportunities for consumers across a wide credit spectrum. Similarly, we have long adhered to the responsible servicing practices summarized below to help customers handle the financial aspects of owning a home.

Wells Fargo services the loans it originates, as well as loans acquired from other lenders. The majority of these loans are owned by investors who provide guidelines we must follow in servicing them. We continuously collaborate with our investors to introduce helpful solutions for our customers while complying with our contract commitments. 

A home is often a customer's most valuable asset. We proactively help our customers manage and protect their homes. A number of obligations accompany homeownership: making mortgage payments, paying property taxes, maintaining insurance, and repairing and preserving the home. We strive to make meeting these responsibilities as easy and convenient as possible.

The vast majority of our servicing customers make all of their mortgage payments on time. For customers who encounter financial difficulties and fall behind on payments, our goal is to help them keep their homes whenever possible. This support is a key factor in the recognition we receive for our top-tier servicing practices from Fannie Mae, Freddie Mac and HUD, as well as from private investors and rating agencies. Our efforts are driven by the understanding that all constituents in the lending cycle benefit when homeownership is preserved.

Our Responsible Servicing Principles

We approach every interaction from the customer's point of view – putting his or her needs first. 

Our goal is to build a bridge to our customers based on respect and attention to individual needs. When we connect with a customer – via phone, mail or online – we treat him or her as a person, not a loan number.

· We do not sell customer information to third parties, and do not share it with outside parties who may want to market products. 

· We continuously strive to improve our processes. 

· We promptly research and resolve complaints. 

· If we err, we do what is right for the customer. 

We work hard to have our customers know that we appreciate them and value their business. 

We provide clear, simple and timely information to consumers, understanding how complex homeownership and financing can be.

Home financing – and all that entails – is second nature to those who work here, but it isn't for many customers. We want to help our customers, and understanding them is the first step in that mission.

· We strive for deeper insight so we can anticipate our customers' needs and proactively serve them. 

· We make it easy for our customers to access and use a bounty of helpful information through clear, detailed mortgage statements, and our comprehensive website. 

· Our expert service representatives are standing by to answer questions, resolve issues and make it comfortable for customers to contact us, especially when they experience financial challenges. 

We believe our customers deserve a dedicated and knowledgeable service team; we strive to hire and retain the best. 

It is our responsibility and privilege to help our customers, and our team members are prepared to do that professionally. We train our team members extensively, monitor performance and routinely provide feedback to them to ensure they are doing the best job they can. It is because of our dedicated and expert team members that we are consistently industry-recognized as a top servicer. 

We provide tools, services and information that help our customers manage their credit.

Disciplined money management is key to better credit management and a brighter future. We offer education programs – both at Wells Fargo and through local organizations and credit counselors – that can help our customers better understand money management, their credit reports and the importance of maintaining good credit. We provide free tools and advice to help customers on this journey, and to help them make managing their money easy and routine. 

We believe in homeownership, and do all we can to keep people in their homes. 

Homeownership builds communities and families, and is a key contributor to personal success. We have an excellent track record of helping borrowers stay in their homes even when they experience financial difficulties.

· We are committed to contacting customers early and often who need assistance, and actively work with him/her to help them avoid delinquency. 

· Once we determine that a customer can't make payments, we immediately work with the customer to find potential solutions. We recognize that all customers have unique financial situations, and options are reviewed case-by-case. 

· We foreclose only as a last resort, and typically stay with the customer up to the home's final sale. As a result, our foreclosure rates historically are below industry averages. 

Wells Fargo remains committed to living by fair and responsible lending and servicing principles that eliminate questionable practices and ensure consumers are treated with respect. We are there for our customers in good times and in bad. We constantly work with all the participants in the housing finance industry to find ways to expand and preserve homeownership. 

We believe in making the dream of homeownership achievable and helping our customers to sustain the dream.
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News Release

	New HOPE NOW Mortgage Servicer Guidelines Mirror Wells Fargo Long-Standing Real Estate Lending and Servicing Practices
Des Moines — June 17, 2008

A leader in the development of the new Mortgage Servicer Guidelines issued today by the HOPE NOW Alliance, Wells Fargo believes transcending consistent best practices across all servicers will improve efforts to help borrowers with home retention solutions. 

“The guidelines are fundamental to our responsible lending and servicing practices, which we have long incorporated into our general business practices. We have seen the difference they make for distressed borrowers,” said Michael J. Heid, co-president of Wells Fargo Home Mortgage and chairman of the Financial Services Roundtable Housing Policy Council.

The new guidelines set common expectations for distressed borrowers, such as the documents they will need to provide to discuss solutions and when they will receive communication from their servicers. The guidelines also recommend conduct related to customer outreach, the types of solutions servicers should investigate with at-risk consumers, tracking home retention performance, and how to manage the subordination of second liens. The members of the HOPE NOW Alliance represent about 90 percent of all subprime borrowers, and about two-thirds of all prime borrowers.

“Key to the foundation of HOPE NOW was the desire on the part of both the public and private sectors to coordinate efforts to assist people facing challenges with their mortgage payments,” Heid added. “From the beginning, this work has included exploring and adopting best practices, and establishing a means to measure our collective progress."

“At Wells Fargo, we have invested significant resources into proactively contacting and working with borrowers on case-by-case solutions that align with their individual needs and that respect the important role investors play in this process,” says Mary Coffin, executive vice president of loan servicing at Wells Fargo Home Mortgage. “We have made sizeable investments in innovations, technology and staffing. This, in conjunction with our evolving responsible servicing practices, has helped us to further our efforts to proactively communicate and set appropriate expectations for borrowers."

Wells Fargo conducted a study of its borrowers up to 60-or-more-days delinquent on their loans and not in foreclosure or bankruptcy and found that of every 10 of these borrowers: 7 worked with the company on a solution, 2 declined the company’s help, and the remainder were either unreachable or a solution could not be found.

“The homeowner’s willingness to work with us is a crucial component of our success in helping the person to remain in the home,” said Coffin. “To avert foreclosures we all must work together – customers, lenders, counselors and investors – on solutions that continue to make homeownership achievable and sustainable for customers across the credit spectrum. These challenges are not easy to solve, but we are committed to doing all that we can to reach the best outcomes possible for all involved."

Wells Fargo & Company is a diversified financial services company with $595 billion in assets, providing banking, insurance, investments, mortgage and consumer finance through almost 6,000 stores and the internet (wellsfargo.com) across North America and internationally. Wells Fargo Bank, N.A. is the only bank in the U.S., and one of only two banks worldwide, to have the highest possible credit rating from both Moody's Investors Service, “Aaa,” and Standard & Poor's Ratings Services, “AAA."
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