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From the Editor’s Desk

Last edition we looked at the holiday The goal here is to show
slowdown and the risks that build when  how offshore support,
servicing teams run thin. This time, the when paired with Al, can
focus shifts to something less seasonal take on the right parts
but just as pressing: how Al is changing of servicing work - the
the role of offshore support. repetitive tasks that slow
teams down - while
For years, offshoring in mortgage keeping compliance and
servicing was defined by cost savings borrower outcomes in
and task volume. The model worked, focus.

but it often left offshore teams stuck in

repetitive work, far from the compliance  Thank you for reading and for continuing
and borrower outcomes that matter the conversations that make this work
most. What's different now is the way Al is  more useful.

reshaping that balance.
Dr. Dipankar Chakrabarti

In other industries, companies are ":‘e';'\zl‘zei Tech Advisor to Board,

showing that “smart offshoring” isn't Ex-PwC Executive Director
about moving work overseas - it's Certified- CMMI

about pairing offshore hubs with Al so 1T, IIM alumni

they handle exceptions, compliance

checks, and judgment calls instead of

clerical tasks. The offshore role shifts from

data entry to quality assurance, from

throughput to accuracy.

In this edition, we look at what that shift
means for mortgage servicing:

& Where Al can reliably take on the
routine work.

& How offshore teams can step into
higher-value roles.

& And what servicing leaders should
expect when the model is built for
accuracy first, not just cost.
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Welcome to the Nexval.ai's Zine Dot Al

What is Zine Dot AI?

At Nexval.ai, we envisioned a future where mortgages were effortless. Inspired by
our Al, we crafted a name that harmonized simplicity with innovative technology.
Thus, Zine Dot Al was born - a pioneering platform that transforms the mortgage
journey, harnessing the power of advanced Al to make the complex, simple.

How will Zine Dot Al make a difference for you?

This dossier is your roadmap to Mortgage industry leadership, providing expert
insights and analysis to ensure you're always at the forefront of emerging trends

and opportunities.

Each issue
will deliver:

Ready to make smarter decisions,

Let’s dive in together!
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Al Spotiight

From BPO to AIBPO in
Mort _Q

For years, mortgage servicing leaders
have relied on BPO to manage scale
and cost. But BPO alone is limited:
it delivers labor, not intelligence.
The shift now is toward AIBPO

- Al-enabled Business Process
Outsourcing - where offshore hubs
are not just execution centers, but
technical partners equipped with

Al to handle compliance, risk, and
borrower interaction at a higher
standard.

What Makes AIBPO Different

* Exception management: Instead
of relying on manual sampling,
AIBPO integrates machine learning
models trained on historical
servicing data to automatically
classify and resolve exceptions.
These models can identify missing
signatures, mismatched borrower
information, or incomplete escrow
documentation, and trigger
remediation workflows with audit
trails.

® Escrow reconciliation: Al engines
embedded in offshore teams run
rule-based and anomaly-detection
algorithms against tax and
insurance disbursement files. They
flag discrepancies such as duplicate
payments, incorrect tax jurisdictions,
or timing mismatches, and generate
exception reports that can be
reviewed by compliance staff before
disbursement deadlines.

e Borrower communication:
Offshore agents operate with
real-time NLP support that predicts
borrower intent based on speech
patterns and transaction history.
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Compliance prompts are surfaced
during calls - for example, reminders
to disclose loss-mitigation options or to
avoid prohibited phrasing - ensuring
conversations meet CFPB and investor
guidelines.

e Servicing transfers: During MSR
transfers, AIBPO applies Al-driven data
normalization routines to align fields
across disparate servicing platforms. This
includes mapping loan identifiers, escrow
balances, and delinquency statuses
into standardized formats, reducing
downstream reconciliation errors and
shortening investor acceptance cycles.

¢ Portfolio analytics: Offshore hubs
run Al-based forecasting models that
simulate delinquency curves and
prepayment speeds using borrower credit
attributes, macroeconomic indicators,
and historical servicing outcomes. These
outputs feed into MSR valuation models,
giving executives visibility into potential
revenue impacts and capital adequacy
requirements.

Executive Considerations: Moving from
BPO to AIBPO

Traditional BPO is about scale. AIBPO

is about scale with intelligence. It
positions offshore hubs as innovation
centers - capable of delivering compliance
assurance, operational accuracy, and
strategic insight. This is not outsourcing
for cost alone; it's outsourcing that adds
measurable technical value.

Mortgage servicing leaders don't need
another vendor. They need partners who
can deliver AIBPO - combining offshore
scale with Al capability. Nexval.ai’s
mortgage-only expertise ensures that
offshore operations are not just labor
pools, but centers of technical excellence
designed for servicing complexity. If you're
evaluating your servicing strategy, the
question is simple: are you still in BPO, or
moving toward AIBPO with a partner built
for mortgage?
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Al in Action

How AIBPO Performs in Servicing Workflows

Executives don't need another When a borrower mentioned job loss,
overview of Al. The real test is the system prompted disclosure of
evidence: how offshore hubs loss-mitigation options. Compliance
equipped with Al deliver measurable teams reported a 25% reduction in
improvements in servicing call-related exceptions compared to prior

operations. Here are some examples audits.

that illustrate the difference

between traditional BPO and AIBPO. ¢ Portfolio Risk Forecasting Offshore
centers ran Al forecasting models

e Escrow Account Reconciliation: In that simulated delinquency curves
one servicing portfolio, Al anomaly using borrower credit attributes and
detection flagged duplicate tax macroeconomic indicators. Executives
disbursements across 2,000 loans received early warnings of rising
before release. Offshore teams delinquency in a specific geography,
corrected the files within hours, allowing proactive staffing adjustments
avoiding regulatory penalties and before quarterly reports confirmed the
borrower complaints. Traditional trend.

BPO would have caught the issue

only after post-disbursement audits. 1, o< examples show AIBPO as

operational and measurable - offshore
hubs are no longer labor pools but
technical partners delivering compliance
assurance, faster cycle times, and investor
confidence.

®* Document Exception
Management: AIBPO classifiers
processed 50,000 borrower files
in a transfer cycle, automatically
identifying missing signatures and
mismatched identifiers. Exceptions
were routed into remediation
gueues with audit trails. Offshore
staff shifted from acting as typists to
functioning as auditors, maintaining
99.9% accuracy while dramatically
increasing throughput.

For servicing leaders, the decision now is
when to move from BPO to AIBPO - and
who you trust to guide that shift.
Nexval.ai's mortgage-only expertise
ensures offshore hubs operate as
innovation centers with compliance-grade
accuracy. If you'd like to discuss how this
applies to your servicing strategy, you can
schedule a conversation with our team
here.

e Servicing Transfer Readiness:
During a $5B MSR transfer, Al
normalization routines aligned
escrow balances and delinquency
statuses across two servicing
platforms. Offshore hubs delivered
investor-ready files in 10 days instead
of the usual 18, cutting reconciliation
cycles nearly in half.

e Borrower Interaction Compliance
NLP engines supported offshore
agents during hardship calls.
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Offshore Spend Check:

Are You Getting Full Value for Your Offshore Dollars?

Many servicing companies already Scorecard:

use offshore vendors for BPO, and ¢ 1-2: Vendor is operating as a labor pool

some have dipped into AIBPO. (traditional BPO).

But the question executives rarely

ask is whether they're getting full e 3-4:Vendor is partially applying Al

utilization of their investment. but not consistently across servicing
workflows.

Use this checklist to evaluate whether

your offshore spend is producing ® 5: Vendor is functioning as an innovation

measurable technical outcomes - center - delivering measurable

not just labor hours. Rate each area compliance, cycle-time, and portfolio

on a scale of 1-5. insights.

Key Questions to Ask If your offshore partner scores below 4 in

most categories, you're not getting full
® Role shift: Has your offshore team utilization of your spend. The offshore

moved from typists to quditors, partner’'s role should be judged not by how
consistently delivering 99.9% many tasks they complete, but by how
accuracy in exception handling? much risk, time, and cost they remove

from your servicing operation.

e Cycle time reduction: Are MSR
transfers and escrow reconciliations For servicing leaders, offshore spend is too

completed faster - with days significant to leave unexamined. Nexval.
shaved off reconciliation cycles, not  ai positions offshore hubs as innovation
just hours? centers - ensuring every dollar spent
delivers technical capability, not just labor.

e Compliance assurance: Does If you'd like to benchmark your current
your vendor provide real-time offshore ROl against AIBPO standards, our
compliance prompts and audit team can walk you through a practical
trails, or are you still relying on evaluation framework.

post-mortem reviews?

e Analytics delivery: Are you receiving
delinquency forecasts, prepayment
speed simulations, and MSR
valuation insights - or just raw
operational output?

e Cost vs. capability: Is your offshore
spend tied only to headcount, or are
you paying for embedded Al models
that reduce downstream risk and
investor friction?
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Tech Brief

Infrastructure for Smart Offshoring

Smart Offshoring requires more than
shifting tasks offshore. It depends on
a secure technical infrastructure that
protects borrower data while enabling
offshore teams to act on Al-generated
insights.

Integration: Secure Data Pipelines

e Controlled access: Offshore teams
connect through encrypted pipelines
that expose only Al-generated outputs,
not raw borrower PII.

e Data masking: Personally Identifiable
Information (PIl) is masked or
tokenized before leaving the lender’s
perimeter, ensuring offshore staff see
only the fields required for exception
handling or reconciliation.

e Workflow isolation: Al models run
inside secure environments, producing
exception reports, compliance
prompts, and analytics dashboards
that offshore teams can act on without
touching raw loan files.

e Audit logging: Every offshore
interaction with Al outputs is logged,
creating a compliance trail that can be
reviewed by U.S. oversight teams.

SOC 2 & Data Sovereignty: Al as a
Security Filter

e Data masking: Personally Identifiable
Information (PIl) is masked or
tokenized before leaving the lender’s
perimeter, ensuring offshore staff see
only the fields required for exception
handling or reconciliation.

e SOC 2 alignment: Infrastructure must
meet SOC 2 standards, with controls
for encryption, access, and monitoring.

AN
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e Data sovereignty: The Al layer
acts as a security filter - processing
sensitive borrower data within the
lender’'s compliance perimeter, then
transmitting only sanitized insights
offshore.

e Compliance perimeter: Offshore hubs
never hold raw loan data. They operate
on Al-curated outputs, ensuring
sensitive information remains within
U.S. jurisdiction and regulatory
oversight.

e Continuous monitoring: Security
dashboards track offshore activity
in real time, ensuring adherence
to lender policies and investor
requirements.

Executives should ask themselves: is my
current offshore vendor giving me the
same level of compliance assurance |
expect internally? If your vendor cannot
demonstrate SOC 2 alignment, strict
data sovereignty controls, and auditable
Al pipelines, you may be exposing your
servicing operation to unnecessary

risk. Nexval.ai's infrastructure is built

to meet these compliance standards,
with SOC 2 and ISO 27001 certifications
ensuring borrower data remains
protected while offshore teams deliver
technical accuracy within the lender’s
perimeter.
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® Entering January 2026, the average
30-year conventional mortgage rate
has stabilized at 6.159%, reflecting
a period of relief following three
consecutive Federal Reserve rate
cuts in late 2025. While rates are
significantly lower than the 7%
highs seen earlier in 2025, they
remain well above pandemic-era
lows, creating a “new normal” for
the housing market. Government-
backed options offer slightly more
competitive pricing, with VA rates at
5.759% and FHA at 6.016%. Despite
the downward trend, experts
suggest that 2%-3% rates are likely
a thing of the past due to persistent
inflation concerns and a tight labor
market. This stabilization marks the
end of “quantitative tightening,”
providing lenders and borrowers a
more predictable, albeit elevated,
interest rate environment.

e Governor Kathy Hochul has signed
the RAISE Act, establishing New
York’s first major safety framework
for advanced Al models, with
enforcement set to begin January
1,2027. The legislation directly
challenges a recent federal
executive order aimed at stripping
state-level Al oversight, signaling
a growing rift between state and
federal regulatory approaches.
Large tech companies with over
$500 million in revenue must
now publish safety protocols and
report critical incidents to a newly
created oversight office within the
Department of Financial Services.
While some stricter measures were
removed following tech lobbying,
the bill still carries heavy penalties,
with fines reaching up to $3 million
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for repeat violations. This move aligns New
York with California, creating a powerful
“unified benchmark” for Al safety among
the nation’s leading tech hubs. For the
mortgage industry, this adds a significant
layer of compliance, particularly as the DFS
will now actively monitor how developers
deploy these systems.

®* Bond markets remained remarkably stable
following the capture of Nicolas Maduro,
with the 10-year Treasury yield holding
steady at 4.17%. While the event represents
a significant geopolitical shift, its impact
on US mortgage rates has been negligible,
as investors prioritize domestic data over
international turmoil. Lenders are currently
in a “holding pattern,” focusing more on
upcoming jobs reports than the situation
in Caracas. While regime change could
eventually unlock Venezuelan oil and lower
long-term inflation, the immediate effect is
a muted rates environment. For mortgage
originators, this provides a rare moment of
“breathing space” to maintain current rate
sheets.

e According to Apollo Academy data, 40%
of owner-occupied homes in the U.S. are
now owned free and clear, a significant
jump from 33% in 2010. This trend is largely
driven by aging Baby Boomers staying in
their homes longer and the rise of all-cash
purchases, which reached record levels in
late 2025. For the mortgage industry, this
“‘equity-rich” reality creates a dual-market
dynamic where repeat buyers leverage
massive cash positions while first-time
buyers struggle against high entry costs.
As we enter 2026, this high percentage of
mortgage-free homes acts as a stabilizing
force for the economy, providing a “wealth
cushion” that buffers against interest rate
sensitivity and potential unemployment
spikes.
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Fitch Ratings reports that the U.S.
mortgage insurance (Ml) sector
enters 2026 on “solid footing,”
bolstered by stringent capital
requirements that act as a definitive
shield against economic volatility.
Unlike the 2008 era, today’s Ml
portfolios are defined by high-
quality loans and robust FICO
scores, ensuring resilience even if
unemployment nudges upward.
While high interest rates may
pressure new business volumes,
insurers maintain capital levels
well above federal mandates
(PMIERS), providing a substantial
safety margin for credit ratings.
Fitch maintains a stable outlook for
the sector, noting that a decade
of prudent risk management

has prepared insurers to absorb
potential stress scenarios.
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How Unilever Uses Al +
Offshore Hubs to Scale
Recruitmgnt

>

Global consumer goods leader Unilever faces a massive hiring challenge: it
processes 1.8 million job applications annually across dozens of countries, each
with unique compliance requirements and talent needs. To manage this scale,
Unilever combines Al-driven automation with offshore HR hubs, creating a smart
offshoring model that balances efficiency with compliance.

Al handles the repetitive, high-volume tasks - résumeé screening, candidate
matching, and interview scheduling - while offshore teams focus on exception
management, compliance validation, and final candidate review. This blend of
automation and offshore expertise allows Unilever to shorten hiring cycles, reduce
costs, and maintain quality across global operations.

Key parts of their approach:

e Al-driven résumé screening that automates up to 80% of candidate filtering.

e Offshore HR hubs that validate compliance with local labor laws and handle
exceptions.

* Automated scheduling and workflow triggers that reduce manual
coordination.

e Scalable processes that support 1.8 million applications annually without
sacrificing quality.

What Mortgage Servicing Can Take From This

Unilever’s approach shows that smart offshoring works best when Al takes on
the repetitive tasks and offshore hubs focus on higher-value work. Instead of
clerical data entry, offshore teams become compliance reviewers and exception
managers, working only with sanitized Al outputs rather than raw borrower
files. This shift allows servicing operations to absorb seasonal spikes or portfolio
transfers without scrambling for extra staff, while keeping accuracy and
compliance intact.
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Upcoming Events to Add to Your
Calendar!

MBA's Servicing Solutions Conference & Expo
February 16-19, 2026 | Gaylord Texan Resort & Convention Center | Dallas, TX

This conference is built around the real challenges servicers face every day -
borrower needs, operational pressures, compliance expectations, and the push
to modernize workflows. It's not about theory; it's about practical discussions and
benchmarks that executives can take back to their teams.

Why Attend:

® Learn new servicing practices and operational benchmarks: See how peers
are handling escrow, transfers, and borrower communication under current
regulatory demands.

¢ Join peer discussions on borrower management and default workflows: Share
experiences on delinquency management, hardship calls, and compliance
oversight.

e Hear actionable strategies from servicing leaders and policy experts: Get direct
guidance on regulatory changes, investor requirements, and operational models
that reduce risk.

e Network with servicers, technology teams, and legal professionals: Build
connections with the people who influence servicing operations across
compliance, technology, and investor relations

® Explore modernization in practice: Sessions highlight how Al and offshore
support models are being applied to improve accuracy, shorten cycles, and
reduce manual review.

Nexval.ai at the Event

Our SVP, Operations and Account Management, Faizi Shahidi, will be on site

in Dallas to meet with servicing leaders and discuss Al-enabled workflows and
operational support models. The focus of these conversations will be on how
offshore hubs can evolve from basic BPO to AIBPO - delivering compliance-grade
accuracy, exception management, and portfolio insights that strengthen
servicing operations.

We'll be exhibiting at Booth #306 throughout the conference. If you'd like to
secure dedicated time in advance, you can book a slot here before the event.
This ensures we'll have a focused conversation tailored to your servicing priorities,
without the scheduling rush on site.

>

Faizi Shahidi
(SVP, Operations & Account Management)
(786) 206-9056

faizi.shahidi@nexval.com
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The Big Picture

At Nexval.al, we leverage Al to deliver customized solutions tailored to your
industry’s unique needs.

We're not just about technology - we're about partnership. We collaborate with
your team to understand your processes and goals, ensuring a seamless transition
and ongoing optimization.

Partner with us as Affiliates to bring Al-driven automation and cloud solutions to
servicers-reducing costs, improving compliance, enhancing borrower experiences,
and creating new revenue opportunities for your business.

Our expertise spans mortgage and financial services, with a focus on automation, IT,
BPO, customer service, risk management, and Al-driven process optimization.

Let's transform your business with intelligent automation and data-driven
strategies.

Innovation meets insight: Curated mortgage intelligence for an industry in
constant motion.
Let’'s mortgage-better with Al.

Let's Connect: US Headquarters:

Press/Media: pr@nexval.ai Nexval, Inc,

Zine Dot Al Team: info@nexval.ai 1101 Brickell Avenue South Tower,
Marketing: marketing@nexval.com 8th Floor Miami, FL 33131

Phone: (786) 206-9056,
Fax: (888) 462-4823

Scan this QR code Follow us on:
to visit our website:

nexval.ai @ o
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