	
Ocwen Loan Servicing 
Frequently Asked Questions

1. How do I contact my state regulator with concerns regarding my loan with Ocwen Loan Servicing?

	Arkansas consumers who are experiencing problems with payments, other account issues, foreclosure, or with any questions regarding this action should contact the Arkansas Securities Department at 501-324-9260 or toll free at 800-981-4429.

2. What does the Cease and Desist Order mean and what is the effect on me?

	First, we issued the Order along with more than 20 other states where Ocwen does business. Second, this regulatory action does not affect loans currently being serviced by Ocwen.  This action prohibits Ocwen from obtaining new servicing rights or originating new mortgage loans until the company is able to prove that it can manage its borrower mortgage escrow accounts.

*You should continue to make your monthly payments to Ocwen as required by your mortgage note.  

3. Why did the ASD and other State Mortgage Regulators issue orders on Ocwen Loan Servicing?

	Exams of Ocwen found a lack of compliance with regulations that ensure safety and soundness. State mortgage regulators conduct regulatory examinations to ensure that companies like Ocwen are operating legally and in a safe and sound manner.  Part of that assessment tests the company’s ability to accurately process mortgage loan payments.  If a company does not process a borrower’s money appropriately things like taxes and insurance may not get paid on time.

4. Why did this happen now?

	State Mortgage Regulators have been closely monitoring Ocwen throughout the last year. As identified in many of the state orders, the regulators became increasingly concerned with Ocwen’s handling of consumer accounts and the company’s ability to manage itself as a going concern. This situation left regulators with little choice, but to file enforcement orders against the company.

5. What is a mortgage servicer and how do I know who services my loan?

	A mortgage servicer administers mortgage loans, including collecting and recording payments from borrowers, and applying money collected toward principal, interest, real property taxes and insurance. The company that you make your monthly payment to is your mortgage servicer. 




6. Are any other mortgage servicers affected by this action?

	This matter is limited to Ocwen Loan Servicing, and in some cases, affiliates and subsidiaries of Ocwen. Borrowers whose loans are serviced by other companies are not affected by the Ocwen case.

7. Do I need to do anything as a result of the regulatory action?

	Not at this time.  You should however always keep your loan documentation in a safe place, as your loan documents will have important information on them like your loan number, the dates that you obtained the loan, and the address to which you mail your payments.  This information would be necessary for you to have should you choose to make changes to your loan or make inquiries to Ocwen.

8. What does it mean when Ocwen says they escrow for taxes, or escrow for insurance?

	This simply means that Ocwen takes a portion of your monthly mortgage payment and sets it aside in an account, saving it for the time when your taxes or insurance payment is due to be paid.  Having your servicer escrow for your real property taxes and insurance is a way to ensure that you always have money in your account for these important payments.

9. How will I know if my payments have not been handled correctly?

	You receive a monthly statement from Ocwen, either electronically or in the mail.  You also receive an annual escrow statement that reflects the part of your payment set aside in escrow, and the timing and amounts that Ocwen paid on your behalf for real estate taxes, insurance, or other items, if you originally agreed for them to perform that function.  These statements are excellent ways for you to determine that your payments are being correctly managed.

10. If I get a delinquent tax notice, and Ocwen is escrowing for my taxes, does that mean there is something wrong?

	It may.  You should immediately call Ocwen to inquire why you received the delinquent notice.

11. If I get a notice of expired home owner’s insurance and Ocwen is escrowing for insurance does that mean there is something wrong?

	It may.  You should immediately call Ocwen to inquire as to why you received the notice.

12. Ocwen sent me a notice of force placed insurance, even though they escrow for my insurance payments.  Does that mean there is something wrong?

	It may.  You should check your insurance policy to make sure it has not expired.  If it has expired, the force placed insurance should cover your property.  If it has not expired and you think the insurance was placed in error, you should call Ocwen and ask for an explanation. 



13. What should I do if I notice a problem or have a question on my loan?

	You should call Ocwen and ask them to explain the issue.  If they cannot explain the issue in a way that you can understand you should ask to speak with a different customer service representative.  Take note of the person’s name that speaks to you, the time and date on which you spoke, and ask the customer service representative to make sure to note the conversation in your loan file. 

14. How will I know if anything changes as a result of this action?

	If something changes that would impact your loan you should be notified by Ocwen through a letter and possibly email correspondence.  If you would like more information on this action you may call Ocwen’s customer service to inquire.  Don’t forget to note the date and time of your call, and the person you spoke to.

[bookmark: _GoBack]15.	What should I do if no one with Ocwen will speak with me or I am not getting the answers I need?

	You should call us (Arkansas Securities Department) at the numbers listed in item one above.  If you think something is wrong with your account, you can register a complaint so that there is a record of what you are experiencing.  
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