BUSINESS OPERATIONS TRACK:
Recapture, Retention, and Revenue Playbook
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Outstanding Agency Volume

Outstanding Agency Mortgage Volume, by Interest Rate
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Sources: eMBS, Freddie Mac, and Urban Institute calculations.
Note: Data as of November 2025.

Source: Urban Institute — December 2025 Chartbook
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Perception of Customer Experience (CX) Delivery / Reality

81%
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Customers

of Companies

Believe they are
customer-obsessed

Agree

© 2025 STRATMOR Group — Proprietary & Confidential. Not for External Distribution.
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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
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Top Residential Servicers
On June 30, 2004, Dollars in millions

Partislle Tear patlinr Change  Markel thaie  Chasge
1 Wells Farge Home Morigage San Francisce $740220  $530.647 %X 1005% +120%
2 Countrywids Financial Corp, Calabass, Calif 126287 559,124 0 585  +151
3 Warhington Mutual Seattle 717,395 726,920 -1 85 Al
4 Chate Homs Finance Edian, N 452 544 57,09 13 659 +01E
S Bank of Amarica Chariotte 753,300 243,550 2 14 0
& CitiMortgage Inc. O'Fation, Mo, 23233 195,234 18 35«02
7 GMAC Residential Holgings Horsham, Pa. 211,283 192,632 10 287 <00
B ABN Amro Martgage Ann Arbor, Mich, 205,002 201,325 z 18 Am
# Kational City Mortgage Miamisburg, Ohio 156,344 140,305 13 215 4005
10 Condant Mortgage Mount Laurel, MJ. 144370 128,346 12 19 003
11 Principal Residential Mortgage Des Moines 119,155 1397 3 162 -0l
12 Galden West Financlal Corp/World Dubland, Calt.  26.49) 83,850 % L1 02
13 Hemecomingu/GMAC-RFC Minnespolis 80,536 811 21 110 +010
14 SunTrost Mactgage loc, Rickmaond 12,208 £1476 1 peA .00
15 First Kortzon Home Loans feving. Trx 72,185 63357 13 098 +0.02
16U.5. Bank Home Mortgage Bisomington, Minn, £6,798 51307 ) 081 4008
17 HSBE Mortgago Corp. USA Depaw, Y. 59,370 46,710 kL 081 011
18 Aurora Loan Services Inc, Aurors, Colo, 51,754 39,259 32 070 012
18 Davenmuehie Mortgaga (E) Schaumburg, Il 51,000 46,250 10 065 000
201adyMac Bancorp Inc. Pasadena, Calif. 41,929 32N ] 057 <008
21 GraenPuint Mortgags Funding Novalo, Cali! 37,691 28,716 ]| 051 +0.08
22BBAT Corp. Witson, NC. 37,454 31,235 | o5l 008
23 Flagstar Bask froy, Mich. 35516 37,182 3 088 -0
24 Homeq Servicing Carp. North Hightands, Calit 53,985 19473 n 045 <016
25 irwin Mortgage Corp. Fishers, Ind 30,678 AR % bA2 b
26 Fitth Third Mortgage Cincinnati 30,308 30916 -2 0.4l -0.05
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Top Agency Servicers

Top 25 Agency Mortgage Servicers January 2026

. . Rank Servicer UPB(sm) New Issuance{Sm) Prepayment($m) MSR Transfer{Sm)

H OW h a S th e Se rVI CI n g % 2026 2025 2024 2025 2024 2023 2025 2024 2023 2026 2025 2024
1 LAKEVIEWLOAN SERVICINGLLC | 85| 775042 777,021 722831 42028 4185 64471 74178 53166 20108 | 7.520 103636 128154
h ft t b k 2 MR COOPERMATIONSTARMTGE | 77| 697911 600688 689803 | 64120 47773 35409 | 51412 38015 21823 | 14580 13421 107,020
S It n g o n O n = a n S 3 PENNYMAC | 74| 671446 670208 636396 | 126156 105552 00422 | 56785 43471 28634 1 1601 3484
4 FREEDOMMTGECORP | 60| 620047 672116 644167 | 61922 100242 20523 65275 40300 26136 | -32816 47058 146973
C h a n g e d re Ca pt U re 5 JPMORGAN | 64| 579668 574835  564721| 29728 24450 20,325 | 29,106 24684 20443 | 9805 M212 19,380
6 ROCKETMTGEIQUICKENLOANS | 57| 514502 527607 513621 | O4B57 84006 73406 | 54624 37003 20512 5877 8202 17178
effo rts ? 7 NEWREZLLC| 56| 507172 513022 500082 | 700B3 58205 36561 41431 30610 18171 238 2061 63641
8 WELLSFARGO | 40| 364815 381838 449,305 8052 8184 13717 21,899 23708 29387 | -13584 30556 -23.997
] ONSLOW BAY FINANCIALLLC | 26| 238030 220345 187252 2155 1604 56| 0053 6441 4030 | 10164 55674 46,466
10 UNITED WHOLESALE MTGE/UNITED SHORE | 24| 215660 218905 216202 | 145328 118643 102363 24685 13361 10377 - 1122 169,353
1 TRUISTBANK | 23| 211401 213294 205300 11§08 10606 13606 | 11,491 9934 9501 - 17 75
H OW d OeS C h a n n e I m iX 12 USBANK| 22| 200,069 202000 210945| 21481 23362 26812 13086 11650 10262 5 804 11579
13 CROSSCOUNTRYMTGELLC | 20| 185058 150801 99,812 | 31871 18274 14250| 10755 6302 3490 | 36,157 32,080 23
. . 14 PNCEBANKNA| 13| 175805 171389 1834568 3,089 3053 2701 875 817 723 | 5897 1123 15136
CO m e | n tO p I a y Wi t h 15 MATRIX FIN SERVICES CORP | 17| 157,327 167430 184314 L1577 1e70 2764 o828 e122  8391| 8788 -100838 114081
16 CARRINGTON MTGESERVICES | 16| 142667 141874 134,057 4081 3731 4253| 11879 sva0 6923|2202 l9Es 18723
re Ca ptu re ? 17 ONTY/OCWEMPHH | 15| 134345 143785 108633 | 36335 23178 1022¢| 0571 6196 4615 -7.881 12352 -11730
18 PLANETHOMELENDING | 14| 128707 130020  ©5068| 31010 13450 26695| 11608 788 3672 196 17470 4631
19 LOANDEFOTCOM | 12| 105602 106920 104972 | 15544 14728 16003| 8923 8274  6077| -103  -1267 -3L875
20 GULDWTGECO | 11| 96157 07260 el474| 17388 14745 12288| 7737 5386 3736 - 136 163
2 CTIZENSBANK | 10| 92979 94083 84571 9,280 7185 8112|5851  4sm 4248 | 217 15 1
W h at d 0 e S a n effe Ctl Ve ] FIFTHTHIRD BANK | 08| B4871 85729 91655 1175 2810 5082| 5159 486 4436 89 260 905
2 AMERMOME MTGE COMPANYLLC | 08| 7L848 73714 65272 53602 45163 41647 | 0446 6302 3302 . aapEs  -40582
24 CcMGMTEEINC | 08| 69814 70532 87,00 22442 19905 15620 5363 5347 3203 - g 17733
re Ca th re p rog ra m I OO k 25 NEW AMERICAN FUNDING/BROKER SOLUTIONS | 0F | 66645 67427 64401 9.820 9142 84S 5453 4174 2782 - - -
. . Bank| 266 2415209 2438036 2566094 165100 166054 182387 | 141,510 134020 125378 66 36607 -108,426
I | ke 1] te n a I Iy? (Wh O a re NonBank | T34 | 6649936 6720561 6385264 | 1071234 950507 815043 | 566883 411798 283623 66 36607 108426
Al 1000 0065145 0167597 B0951357 | 1236333 1116651 007430 | 708,393 545810 409,002 2 2 2

th e key p I aye rS ) Source: Ginnie Mae, Fannie Mae, Freddie Mac, Recursion Co. * YD through January 2026. ** YTD throwgh December 2025.

For more information, please visit Recursion Mortgage Company Rep
If you have any questions, please reach out to us at in

m

RECURSIZN WWWw.recursionco.com

Source: MBA Website
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Servicing Transfers

Are MSR buyers Previous & MORTGAGECX
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buyers more 0% 60

effective in 0
60%
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20
50%

What challenges o
do correspondent -
buyers or MSR

-20

-40

o 17%
buyers face? . w
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Oppo unl y O N 0 e \PS
create a positive
experience?

Source: STRATMOR MortgageCX Servicing Benchmark 2025

MBaA SERVICING

SOLUTIONS26 D f m #MBAServicing26



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/8pxsn7kkxvOr7nk2szy53yzq6ywg59
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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
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How will the Homebuyers Privacy
Protection Act impact recapture efforts?
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Recapture / Retention Rates

How are recapture
programs loo |n§ to
expand their ability to
address non-cash out
refinances?

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

MBaA SERVICING

Servicer retention rate of refinance transactions
Cash-out refinances Ratefterm refinances  ——All refinances
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Source: ICE McDash + Property
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Vintage Based Recapture Rates

Retention rates by prior loan vintage

m Distribution of refinance originations Retention Rate
B0
21%
B0
45%:
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between in house 30%
or outsourced )
servicing In terms . 20% .

= g 17 % "
of recapture? e -

o 0% 10% go, ge 10% I
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L M A R A S R A 4
Origination year of morigage being refinanced

Source: ICE McDash + Property
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Recapture Banks vs Non-Banks

Servicer retention rate of refinance transactions
Bank MNon-bank  —Total market

G0%

0%

Why are non-banks

more effective than e
Banks in retention /
recapture? -

What are non-banks e
doing different from
banks to boost 10%
recapture?

Source: ICE McDash + Property
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Recapture by Investor

Servicer retention rate of refinance transactions

— Total Market GS5E FHAMNA Portfolio Private Securities
Why is the 50%
recapture rate
h%her for FHA / -
VA than other
investors / . N 7\
guarantors? R\ \__\/\/\J

10%

Source: ICE McDash + Property
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Deep Dive : Escrows

& MORTGAGE

rvice of STRATMOR Group

Escrow Payment Issues (Select all that apply)

Borrower
communications
are critical

6%
Escrows
represent a “high =
risk area”
How can
technology help 0%
with e
communications?
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Servicer did not let me
know that the escrow
payment had been made

Payment was made late or  Servicer did not let me Escrow payment amount Other
not paid know when the escrow was incorrect
payment was due

. 0, === PS5

Source: STRATMOR MortgageCX Servicing Benchmark 2025

D f m #MBAServicing26

50

40

30

20

10

-10

-20



EITF / FASB L

™M PENNYMAC"

FINANCIAL SERVICES

PFSI has asked the FASB to address rvsst 5, 2025
the inconsistent accounting T
treatment Wlthln the Industry Financial Accounting Standards Board

401 Merritt 7
PO Box 5116
Norwalk, CT 06856-5116

No timeline on when decision will Dear Technical Disecton.

b e re a C h e d PennyMac Financial Services, Inc. (“we™ or “PFSI”) is requesting that the Emerging Issues Task Force
(“EITF™) add a new project to its agenda to clarify the unit of account for mortgage servicing rights
(“MSRs"™). Specifically. market participants consider the ability to solicit borrowers® of the underlying
serviced loans for refinancing (“recapture™) — an intangible benefit to the servicer beyond cash flows of
the servicing contract. We believe that MSR transaction prices reflect recapture rights and U.S. Generally
Accepted Accounting Principles (“GAAP™) does not clearly indicate whether recapture should be
accounted for as part of an MSR or as a separate intangible asset.

Current GAAP

The accounting guidance for MSRs is contained in Accounting Standards Codification Topic 860 —
Transfers and Servicing (“ASC 8607). ASC 860 requires that MSRs be initially recorded at fair value?.
Subsequent measurement may be made using either the amortization method or fair value measurement
method®. Regardless of the subsequent measurement method chosen, fair value must be estimated on a
recurring basis to determine the carrying value if the fair value methed is applied and for impairment
assessment if the amortization method is appliecl." Regardless of the subsequent measurement method
applied, the fair value of MSR must be disclosed and quantitative information regarding inputs that are
significant to the estimation of fair value is also required to be disclosed.’

Source: FASB Website
MBA SERVICING
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Where does recapture go from here?
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