The McGraw-Hill companies

J.D. Power and Associates Reports:
Amid Record-Low Interest Rates and Improved Loan M odification Programs, Customer Satisfaction
Increases

BB&T Ranks Highest in Customer Satisfaction witlniry Mortgage Servicers for a Third ConsecutivewYe

WESTLAKE VILLAGE, Calif.: 19 July 2012 —Historically low interest rates, combined with pretary and
government loan modification programs, have heheeldice the number of homeowners in distress, aitgptd
the J.D. Power and Associates 2012 U.S. Primarytddge Servicer Satisfaction Stitfyreleased today.

According to the study, 7 percent of homeownergitd their loan status is “current” as a diresuitof a loan
modification or other payment arrangement, companéa 4 percent in 2011. In addition, 15 percent of
customers say they have concerns keeping mortgagegnts current, down from 17 percent in 2011.

“Over the past few years, among the primary reammswer levels of satisfaction were challenges i
addressing the needs of customers concerned aladurigrtheir payment or who were already delinquiesatid
Craig Martin, director of the mortgage practicd &. Power and Associates. “Significant improveraémt
mortgage servicing, particularly with the methodvinich calls are handled, have improved customigsfaation
for the first time in three years.”

Overall satisfaction with primary mortgage servickas increased to 725 (on a 1,000-point scalg) #b8 in
2011. The study measures customer satisfactiosuingreas of the mortgage servicing experienciéndiand
payment process; escrow account administrationsiseskand phone contact. Satisfaction in all fexctias
increased from 2011.

Overall satisfaction among at-risk customers, thaise are behind on their mortgage payments or@mneerned
about making future payments, improves the mosteamsing by 27 points from 2011, compared with pome

and prime customers (+3 point and -3 points, raspdy). At-risk customers are the most likely tontact their
mortgage servicer (75%), compared with non-prini@g¥and prime (32%) customers. Satisfaction among

customers who contact their servicer via phonesim®es by 52 points from 2011.

“In the past, satisfaction is typically higher wharstomers do not need to contact their servickiclwmakes the
increase in overall satisfaction among at-risk@ogrs that much more impressive,” said Martin. fBgusing

on improving the contact experience, servicers lan able to improve satisfaction among custombosare
most likely to be dissatisfied.”

The Consumer Financial Protection Bureau (CFPBjoposing new mortgage servicing rules that, ispdswill

go into effect in early 2013. Once in place, mogwaervicers will face new challenges in providiigh levels
of service, while ensuring the proper processegancedures are in place to meet the new guidelines
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“Servicers will be under pressure to comply witk guidelines and must ensure that they not onlg hav
appropriate processes in place, but that theywadderstand the new rules and adhere to them ag wsasld
Martin.

U.S. Primary Mortgage Servicer Satisfaction Study Results

BB&T (Branch Banking & Trust) ranks highest in ausier satisfaction among primary mortgage servifera
third consecutive year, with a score of 803, a 8BHpncrease from 2011. BB&T achieves the higlsestres in
three factors: website; escrow account administnatind billing and payment process. Regions Mgega
follows in the rankings with a score of 779, wHenTrust Mortgage ranks third with 758.

Consumer Tips

Consumers also play a role in creating a betteemaapce with their mortgage servicer. J.D. Powé&srefthe
following tips, based on study findings, to helgttimers avoid instances that may negatively affesit
mortgage servicing experience.

» If you tried to refinance your mortgage in the poes 6-12 months and didn’t qualify, consider tgyin
again. New government programs have recently beplemented to assist current mortgage customers,
making it easier to modify or refinance. For marimation on government programs designed totassis
mortgage customers, such as HAMP and HARP, wasitv. makinghomeaffordable.gov

» Make sure you're familiar with your mortgage seeris payment options, terms and policies, spedifica
regarding late payments, in order to help keep wooount in good standing and avoid going into
delinquent status.

* Avoid paying your bill on the last day of your geageriod, as sometimes these payments don’t post to
your account right away, which may result in feestber late payment penalties. Consider receiving
your bill and paying your mortgage online and tgkanlvantage of all the services and informatioth tha
your mortgage servicer provides on their website.

* Understand that it is also in the mortgage seri@dmest interest to keep your account in good steydf
you currently have a delinquent mortgage, be piaaeind talk to your servicer about working out a
payment plan that will work for both parties.

The 2012 U.S. Primary Mortgage Servicer SatisfacBtudy is based on responses from 5,623 customers
regarding their experiences with their primary rgage servicer and was fielded between April and RGH2.

About J.D. Power and Associates

Headquartered in Westlake Village, Calif., J.D. Boand Associates is a global marketing informasiervices
company providing performance improvement, sociadlia and customer satisfaction insights and saistio
The company’s quality and satisfaction measurenmemtdased on responses from millions of consumers
annually. For more information aar reviews and ratingsar insurancehealth insuranceell phone ratingsand
more, please visiDPower.comJ.D. Power and Associates is a business unihefMcGraw-Hill Companies.

About The McGraw-Hill Companies

McGraw-Hill announced on September 12, 2011, tisntion to separate into two public companies: MaGr
Hill Financial, a leading provider of content anthbytics to global financial markets, and McGrawkHi
Education, a leading education company focusedgitatlearning and education services worldwideGdaw-
Hill Financial’s leading brands include StandardP&or’'s Ratings Services, S&P Capital 1Q, S&P Indjd@latts
energy information services and J.D. Power and éates. With sales of $6.2 billion in 2011, the @mation
has approximately 23,000 employees across more2@@uoffices in 40 countries. Additional informatics
available atttp://www.mcgraw-hill.com/

M edia Relations Contacts:
Jeff Perlman; Brandware Public Relations; Woodldiil$, Calif.; (818) 598-1115periman@brandwarepr.com




John Tews; J.D. Power and Associates; Troy, M{@48) 312-4119media.relations@jdpa.com

No advertising or other promotional use can be nwdile information in this release without the esgs prior
written consent of J.D. Power and Associatesw.jdpower.com/corporate
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J.D. Power and Associates
2012 U.S. Primary Mortgage Servicer Satisfaction Study®s"

Customer Satisfaction Index Ranking

(Based on a 1,000-point scale) JDPower.com
Power Circle Ratings™
for consumers:
500 600 700 800
BB&T (Branch Banking & Trust) | 803 00000
Regions Mortgage T ‘ 779 VooV
SunTrust Mortgage T | 758 o009
Chase T | 752 [FEPRS RV
PNC Mortgage ‘ ] 739 9o
U.S.Bank | | 739 “T T
Wells Fargo Home Mortgage T | 738 o9
Fifth Third Mortgage | | 736 T T
GMAC Mortgage T | 725 e
EverHome Mortgage T | 709 000
HSBC Mortgage Corporation (USA) T I 708 o9
Bank of America T | 707 000
CitiMortgage/Citibank T | 707 I
Flagstar Bank | | 702 200
MetLife Home Loans T | 700 oo
Provident Funding Associates T | 697 o9
PHH Mortgage T | 695 JI I
Aurora Loan Services 7 | 669 v J
OneWest Bank | | 667 v
Homeward Residential* T l 643 o I
Nationstar Mortgage 7:| 621 I
Ocwen Loan Servicing 7:‘ 613 Q9

Included in the study but not ranked due to small sample size are Cenlar,

Dovenmuehle Mortgage and Saxon Mortgage Services. Power Circle Ratings Legend
*Formerly American Home Mortgage Servicing ©OOOO Among the best
O OO OO Better than most
Source: J.D. Power and Associates 2012 U.S. Primary Mortgage Servicer 00000 About average
Satisfaction StudyS" 00000 The rest

Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power
and Associates as the publisher and the J.D. Power and Associates 2012 U.S. Primary Mortgage Servicer
Satisfaction StudySM as the source. Rankings are based on numerical scores, and not necessarily on statistical
significance. JDPower.com Power Circle Ratings™ are derived from consumer ratings in J.D. Power studies. For
more information on Power Circle Ratings, visit jdpower.com/fags. No advertising or other promotional use can be
made of the information in this release or J.D. Power and Associates survey results without the express prior written
consent of J.D. Power and Associates.



