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Outstanding Agency Volume

Source:  Urban Institute – December 2025 Chartbook
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Perception of Customer Experience (CX) Delivery / Reality
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2004 Largest Servicers
Historically banks dominated 
servicing (with a few notable 
exceptions)

Banks believed that mortgage 
servicing represented a key 
cross sell opportunity for other 
bank products and created a 
“customer for life”

What did “classic retention” 
efforts look like for banks?

Source:  American Banker October 2004



Top Agency Servicers
How has the servicing 
shifting to non-banks 
changed recapture 
efforts?

How does channel mix 
come into play with 
recapture?

What does an effective 
recapture program look 
like internally? (who are 
the key players)

Source:  MBA Website



Servicing Transfers
Are MSR buyers 
or correspondent 
buyers more 
effective in 
recapture?

What challenges 
do correspondent 
buyers or MSR 
buyers face?

Is this a missed 
opportunity to 
create a positive 
experience?

Source: STRATMOR MortgageCX Servicing Benchmark 2025



Homebuyers Privacy Protection Act
What the Law Bans — and What It Still Allows
The new law generally prohibits the sale and use of trigger leads unless two key 
conditions are met:

1.  The lead is used for a firm offer of credit or insurance, and
2.  The recipient:
• Has consumer authorization, or
• Has an existing relationship with the consumer (as originator, servicer, or deposit 

account holder)
• This law significantly restricts the pool of companies that can access and use 

trigger leads, especially third-party lead aggregators and nonbank lenders without 
direct consumer relationships.

Source: https://www.garrishorn.com/blog/8pxsn7kkxv9r7nk2szy53yzq6ywg59



Homebuyers Privacy Protection Act
Legislation places strict limits on when it is acceptable for a consumer reporting agency 
to furnish consumer reports to a third party.  Signed into law on September 5, 2025 
and takes effect on March 5, 2026

The third-party transaction must consist of a firm offer of credit or insurance.

In most cases, the consumer must authorize and provide explicit permission to have their 
information sold to third parties.

The only exceptions are when the third party is the consumer’s existing mortgage 
servicer or is an insured depository institution that holds a current account for the 
consumer.

Source:  https://www.icba.org/w/summary-of-the-icba-backed-trigger-leads-bill



How will the Homebuyers Privacy 
Protection Act impact recapture efforts?



Recapture / Retention Rates

How are recapture 
programs looking to 
expand their ability to 
address non-cash out 
refinances?

How is data and 
technology being used to 
increase the purchase 
recapture?



Vintage Based Recapture Rates

Does it make a 
difference 
between in house 
or outsourced 
servicing in terms 
of recapture?



Recapture Banks vs Non-Banks

Why are non-banks 
more effective than 
Banks in retention / 
recapture?

What are non-banks 
doing different from 
banks to boost 
recapture?



Recapture by Investor

Why is the 
recapture rate 
higher for FHA / 
VA than other 
investors / 
guarantors? 



Deep Dive : Escrows
Borrower 
communications 
are critical

Escrows 
represent a “high 
risk area”

How can 
technology help 
with 
communications?

Source: STRATMOR MortgageCX Servicing Benchmark 2025



EITF / FASB

Source:  FASB Website

PFSI has asked the FASB to address 
the inconsistent accounting 
treatment within the industry

No timeline on when decision will 
be reached



Where does recapture go from here?
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