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Introduction:

The Urgency for Smarter Loan
Modification Processes

Meet Sarah, a servicing manager at a leading
mortgage firm. She's facing a growing backlog of
loan modification requests. The team is
overworked, struggling with slow eligibility checks,
compliance risks, and borrower frustrations. Every
delay means a borrower waiting anxiously for
financial relief. There has to be a better way.

Enter process automation—where Al, machine
learning, and workflow optimization come together
to solve these inefficiencies. This case study bundle
walks you through real-world transformations
where mortgage servicers like Sarah'’s firm found a
smarter path forward.

Case Study 1:
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Common Challenges Faced by
Servicers:

© Overwhelming manual paperwork leading to
slow processing times

@ compliance risks due to human errors in
document handling

0 Borrowers frustrated with long wait times and
inefficient communication

A Mortgage Servicer’s Journey to Faster Loan Modifications

The Challenge:
Struggling with Eligibility Bottlenecks

A national mortgage servicer was processing
hundreds of loan modification requests weekly,
but manual eligibility checks were creating major
delays. Staff had to cross-check borrower data,
verify hardship details, and ensure regulatory
compliance—a process that took days per
application.

Borrowers were growing restless. Customer service
lines were flooded with inquiries about delayed
approvals, putting additional strain on the team.

The Turning Point:
Implementing Al-Driven Pre-Screening

To tackle this, the servicer deployed an Al-driven
eligibility scoring model that:
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automatically for faster by automating
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screening

The Transformation:
Faster Decisions, Happier Borrowers
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Case Study 2:
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Tackling the Chaos of Loan Restructuring Documents

The Challenge:

Manual Document Handling Slows
Everything Down

A high-performing mortgage servicer was buried
under a mountain of borrower documents. Every
modification request required checking income
proof, hardship letters, and financial
statements—a slow, error-prone process that led
to compliance risks and frustrated borrowers.

Missing documents often went unnoticed until
late in the process, leading to unnecessary delays.

Case Study 3:

The Turning Point:
Intelligent Document Processing

The servicer introduced Al-powered document

automation that:
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Extracted and Flagged Enabled
validated key missing seamless
borrower data documents and compliance
instantly triggered checks with
automated structured

borrower alerts digital records

The Transformation:
Efficiency and Compliance in Harmony
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reduction in accuracy in dqcumentation
manual identifying with at.Jtomated
document missing or compliance
processing incorrect checks

effort documents

Rethinking Borrower Hardship Assessments

The Challenge:
Deciphering Hardship Letters at Scale

Servicers often struggle with analyzing hardship
letters that borrowers submit when requesting
modifications. Subjective assessments led to
inconsistencies, delays, and appeals.

The Turning Point:
Al-Powered Analysis for Faster Resolutions

A leading servicer adopted Natural Language

Processing (NLP) to:
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Automatically Identify Standardize
categorize patterns in decision-making
hardship reasons borrower while

with Al-based financial maintaining
sentiment distress levels human

analysis oversight
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The Transformation:
Efficiency and Compliance in Harmony
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50% More accurate Stronger borrower

faster borrower engagement

hardship categorization through structured,

processing for tailored transparent
support decisions

Industry Insights:

The Role of Technology in Forbearance & Loss Mitigation

Automated Data-driven
workflows cut borrower
servicing costs and communication

Al is reducing
compliance risks by
ensuring state-wise

regulatory
adherence.

improves customer

speed up
experience.

resolution times.

Key Benefits of Al-Optimized Loan Modification Processes

0 Faster approvals & Q Lower operational 0 Enhanced borrower 0 Better compliance
readiness with

regulatory costs with experience through
adherence automated Al-driven structured audit
workflows engagement trails

Next Steps: How to Adopt Automation in Mortgage Servicing

Identify 2 Explore Start with a pilot
bottlenecks in automation tools project to measure
your current loan that can improve impact before
modification speed & accuracy scaling

workflows
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Our Trusted Industry Partners

Nexval brings end-to-end mortgage servicing expertise, having collaborated with leading servicers,
including Rushmore Loan Management Services (now part of Mr. Cooper).

About Nexval.ai: Mortgage Process Experts

At Nexval.ai, we blend automation, Al, and deep mortgage expertise to optimize servicing operations.
Our solutions streamline loan modifications, improve compliance, and enhance borrower interactions.

Why Nexval.ai?

20+ years of Q Proven Q SOC2 & &

Mortgage & success in ISO 27001 MBa "'

Technology process certified for [P ————— '\ NATIONAL

expertise automation compliance MEMBER Develapment Counci
for servicers & security

Contact Us for free consultation and see how Al can optimize your
loan modification workflows.

Scan this QR code to Email for a personalised response:
e Schedule Your Call marketing@nexval.com

Get a Free Strategic Consultation &
Exclusive Al Implementation Credits!
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