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EDITOR'S NOTE

Spring is here! The season of sunshine, flowers,
warmth, and freshness has finally arrived. This time of
year brings with it a sense of renewed energy and
optimism as we shed the layers of winter and embrace
the longer days ahead. With nature awakening from its
slumber, there's no better time to get out and enjoy all
that this beautiful season has to offer. From blooming
gardens to outdoor adventures, spring truly is a great
time of year.

I’'m excited to share this issue of PRTNR Magazine with
you. Inside, you'll find information about how to become
more involved in your local or state real estate board,
tips for a successful “relocation of occupants”, our first
Al assisted article, and the first part in a series about
how a home becomes an REO property. Also, you don't
want to miss the write ups from our member-only monthly series, Coffee with Clients, featuring
Steve Shiller of BK Hub, Tiffany Fletcher of VRM, and Tracy Phillips of Fannie Mae.

Thank you to our clients and members for your contributions to this issue. We're thankful for
your partnership and are glad we get to do the business of REO with you!

Let the energy of spring inspire you to live your best life yet!

Otoon (3T

Executive Director of Operations, US REO Partners
Editor, PRTNR Magazine

EMAIL SHARON.BARTLETT@USREOP.COM
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COFFEE WITH CLIENTS

Featuring:
Tiffany Fletcher

We kicked off 2023 with Tiffany Fletcher, Senior Vice
President of Compliance at VRM Mortgage Services,
joining us as our featured guest.

TELL US A LITTLE BIT ABOUT YOURSELF AND HOW
YOU GOT STARTED IN THE BUSINESS?

TF: Personally, I've been married 20 years to a man that I
truly like and I think that is important! With our daughter in
her second year at Oklahoma University, we are empty-
nesters. Liking each other comes in handy since we get to
spend a lot of time together. It's been fun!

On a professional note, I got into the industry right out of
college. Early on, I was introduced to the master servicing
aspect of the mortgage banking. I have since worked in roles
from originations to default for several companies over the
last 30 years. Currently, I oversee compliance as well as
vendor management at VRM. It's been an interesting ride and
I've learned a lot. There has never been a dull moment!
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WOULD YOU SHARE A HIGH
LEVEL OVERVIEW OF VRM
MORTGAGE AND IT'S MISSION?

TF: In highlighting VRM, I'll begin
by saying we are a certified
minority-owned company
headquartered in Carrollton, Texas.
We view VRM Mortgage Services as
a solutions provider. We want
people to know that we are more
than REO and have been for some
time. The asset management piece
is core to our business model.
However, we have a network of
vendors nationwide that help us in
providing many component
services including closing and title
coordination services, eviction
services, property preservation,
inspections, and auctions. I believe
2023 will be the year that we start
to emphasize and reintroduce our
company to the industry so that all
are aware of our capabilities and
the work that we have done. We've
managed over 600,000 properties
over the years which has allowed
us to garner a great deal of data
and information.

Our mission includes our
commitment to value, quality, our
people as well as clients and
vendors. In addition, we have a
strong passion for community
stabilization.



COFFEE WITH CLIENTS

DO YOU HAVE ANY ADVICE FOR OUR
MEMBERS WHEN IT COMES TO PURSING
DIFFERENT TYPES OF BUSINESS
OPPORTUNITIES IN REAL ESTATE?

TF: Iwould suggest as you are looking for new
opportunities, to know your markets. Do your
best to understand what the drivers are in that

market as well as who the potential buyers are.

Secondly, I would say to invest in yourself.
Market yourself, market your business, and
take training. Training keeps you aware of
market changes and/or requirements of
various clients and corporate sellers as well as
staying abreast of legal and regulatory changes.
We are in a space now where there is an uptick
in regulatory changes.

The third, and this may present problems to
those new to the REO space, is anticipating the
cost of doing business. As you are taking on
new business opportunities and new clients
there will be the expectation that you can
manage the cost related to the work including
insurance and fees. Ensure you have strong
people, processes and controls to manage the
work appropriately.

Speak to your past performance and be able to
demonstrate your ability to provide quality
results that exceed client expectations. Getting
the business and keeping the business hinges a
great deal on performance.

WHAT ARE THINGS OUR MEMBERS CAN DO
TO MAKE YOUR JOB EASIER?

TF: It's about being forward thinking, digging
into the details, sharing information that
you've gathered about the markets you service
including emerging trends, challenges and
even opportunities. I'm a big proponent of
vendor co-innovation. I believe in engaging our
vendor network to provide input and feedback
on new technology or strategies we are
considering. For this input, we generally reach
out to our premiere vendors because they are
the ones that have exceeded performance
expectations. We'll also look to those that
participate in our VRM training or attend our
regional summits. If you are in our network,
one of the greatest things you can to do make
our jobs easier is to ensure you meet our
expectations around timeliness, quality and
proficiency and maintain that exceptional
performance level.

—

If you're interested in

participating in
Coffee with Clients
please contact us at
Info@usreop.com

This was a Members Only event. USREOP Members can
view this full interview video via the USREOP website at
www.USREOP.com/members/webinars-presentations.
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Featuring:
Steve Shiller

BK Hub's co-founder Steve Shiller joined us for our
February Coffee with Clients. With extensive experience in
mortgage default servicing, he provided an insightful
perspective to partnership opportunities with BK Hub.

TELL US A LITTLE BIT ABOUT YOURSELF AND HOW
YOU GOT STARTED IN THE BUSINESS?

SS: Istarted in the real estate/mortgage business a little over
twenty years ago working for a small mortgage servicer. That
company mainly serviced junior-liens for a lot of the big banks.
Back in the day, our company was one of the first to do this
type of work. Ilearned a lot about loss mitigation, foreclosure
and bankruptcy. We serviced some of the most difficult loans
at the time. Really, one of the biggest things I took that from
that company, and over the years have tried to implement
through my career, was their customer-focused mission. It was
all about rehabilitating loans and getting people paying again;
it was never about foreclosures. In addition, I worked for First
American in the real estate tax division. The past 9 years I've
worked in the bankruptcy space, particularly with bankruptcy
trustees and servicers.
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WITH BK HUB BEING
RELATIVELY NEW, SHARE WITH
US ABOUT WHAT YOU DO AND
WHAT YOUR MISSION IS.

§S: Just under a year ago, we
started BK Hub. The previous
company we had worked with
decided to exit the real estate
business. However, we continued
to see a gap in the real estate world
especially related to bankruptcy.
We had former clients asking us to
get back in and we had a couple of
new opportunities to take over so
we decided to give it a go! We are a
real estate service provider with
our main focus in the bankruptcy
space because of the expertise we
have. We also work with real estate
agents to process short sales.

In addition, we are heavily involved
in aggregating data, specifically
around short sales and bankruptcy.
Right now we are capturing
approximately 1.5 million records a
month in relation to bankruptcy.

Our mission is to work with people
who are involved in bankruptcy
and help them. AsI mentioned
before, focusing on the customer is
something that is always important
to us. We saw a gap there and we
want to help.

This was a Members Only event. USREOP Members
can view this full interview video via the USREOP
website at www.USREOP.com/members/webinars-
presentations.



WITH CLIENTS

COFFEE

WHEN IT COMES TO PURSUING NEW
BUSINESS OPPORTUNITIES IN REAL ESTATE,
WHAT ADVICE TO HAVE?

SS: As we've discussed, bankruptcy is similar
in some respects to REO. One of the statistics
we've found is that 25-30% of all REOs had at
one point been in bankruptcy. Combining our
mission to help people dealing with bankruptcy
and these statistics is where we saw
opportunity. We found that people were not
being helped properly and not getting good
advice. It goes back to educating, explaining
what services are available and making that
connection to help them with their situation
and real estate options.

WHAT CAN OUR MEMBERS DO TO SUPPORT
AND HELP YOU IN MAKING YOUR JOB
EASIER?

SS: One piece of our business that is associated
with real estate is in working with Bankruptcy
Trustees. We get data, we look at the data, and
we call trustees on a daily basis. Once a trustee
is ready to sell a property, we will partner with
a local agent. Our company co-lists the
property with the agent and we handle the all
the bankruptcy pieces. We are working with
new trustees all the time in different areas. As
we get leads, we need really good agents that
understand the delinquency and distress
process to work and partner with us.

connect
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Featuring:
Tracy Phillips

Our members enjoyed a well-spent hour with Tracy
Phillips, Director of Vendor Management, at Fannie Mae.
With over 35 years in the industry, Tracy provided great
insights on the evolving REO industry.

TELL US A LITTLE BIT ABOUT YOURSELF AND HOW
YOU GOT STARTED IN THE BUSINESS?

TP: I think like most people, I accidentally ended up in this
business and have now been doing it for about 35 years! I
started in the late 80s just after the S&L crisis and as a result
experienced a number of industry changes. I actually started
in relocation and spent about 14 years in that space. From
there, I moved into REO and worked for a small REO firm. I
then joined a mortgage company and ran their valuations
department for about 5 years. Following that, I went to a field
services company, then back to a valuations position and
ultimately landed at Fannie Mae in 2013. At Fannie Mae, I've
worked in valuations and more recently vendor management.
The two areas I predominately support are valuations and
real estate.
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WHAT DOES THE DAY IN THE
LIFE OF A DIRECTOR OF
VENDOR MANAGEMENT AT
FANNIE MAE LOOK LIKE?

TP: It never looks the same! Every
day is different. We have a lot of
opportunities to get involved in
different aspects. It may be
managing performance with
vendors, talking through the
technology challenges, working
with our business partners to really
understand what the needs are as
things evolve and how to provide
the best products and services to
our customers. It's a matter of
having to be innovative and
creative. This results in things
changing day to day!

AS AN INDUSTRY
PROFESSIONAL AND LEADER,
WHAT ADVICE DO YOU HAVE
FOR OUR MEMBERS IN
PURSUING NEW BUSINESS
OPPORTUNITIES IN REAL
ESTATE?

TP: Iwould say two big things; be
persistent and patient! Persistence
is always helpful and always pays
off! Tknow all of you are very
aware that the challenge right now
is there's not a lot of volume. It
proves difficult because there are
many great partners we want to
engage with and some of that is just
having the patience to wait until
we see some changes in the
markets.



COFFEE WITH CLIENTS

AS FAR AS ASSETS, WHAT ARE YOU SEEING
NOW, WHAT ARE YOU PLANNING FOR, AND
WHAT MARKETS ARE ON YOUR RADAR?

TP: Yes, we do get a bit of information from
our very reputable and strong economics
group. They evaluate, assess and talk through
the impacts to the broader markets. Really,
what we are seeing from that group's
perspective is pretty flat. We are not expecting
a big influx of properties coming up. I will tell
you, however, that in the last 6 months, we
have seen a small increase in the number of
foreclosures. We recognize that once those
properties go down that path, there will be loss
mitigation and efforts to keep the borrowers in
homes. We haven't seen that increase hit our
REO business yet, but we are seeing that there
might be some minor increases.

We do have inventory in some specific
markets. Unfortunately, they are properties
mainly in rural areas and/or in more disrepair.
It's been a challenge for us and for the partners
we work with. The infrastructure that it takes
to manage these types of properties is much
more intensive. To add to that, we've had a
"repair all strategy” which means we are trying
to keep owners occupied in homes. We are
doing more repairs than we have in the past.
This, in turn, puts a burden on the agents to

carry the costs of repairs until we get to closing.

So our challenge is to be creative in finding
alternative solutions and opportunities that
work for these types of properties.

HOW DOES FANNIE MAE DISPOSE OF REO
PROPERTIES? DO YOU USE ASSET
MANAGEMENT COMPANIES OR DO YOU
WORK WITH DIRECTLY WITH AGENTS?

TP: Right now, we are working directly with
agents. We do have some areas within the
work flow that we use some nationwide
providers for instance, the title space.
However, when it comes to marketing the asset
we are building relationships with agents.

WHAT CAN OUR BROKERS DO TO HELP YOU
IN MAKING YOUR JOB EASIER?

TP: As mentioned, the composition of what we
have in REO is different than what we've had in
the past. They are much more repair oriented
and much more rural. The concentration is
difficult for us. If we have one property that is
40 or 50 miles from another, that creates
challenges. As we try to be mindful and
adaptive to finding alternative solutions to
meet requirements and management of the
properties, being flexible and providing good

communication is definitely beneficial to us.

—

If you're interested in

participating in
Coffee with Clients
please contact us at
Info@usreop.com

This was a Members Only event. USREOP Members can
view this full interview video via the USREOP website at
www.USREOP.com/members/webinars-presentations.
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