
Q: How would you describe the underwriting and 
loss-mitigation value proposition that Genworth 
Canada brings to your customers and the 
marketplace?

A: When it comes to customer service, we constantly 
strive for a clear and consistent client experience 
through the use of innovation and industry-leading 
service standards. Whether it’s through our automated 
decisioning capability, through the dedicated 
underwriters who understand the uniqueness of each 
lender or in the processing and paying of claims, we 
believe that a predictable experience will help our 
clients manage their books of business. By adopting a 
collaborative approach with our customers, we are able 
to help them minimize any losses, avoid defaults and 
keep their borrowers in their homes. 

Q: How do the Homeowner Assistance Program 
and Asset Management Program save the Company 
money?

A: Our Homeowner Assistance Program assists in 
helping homeowners through short-term financial 
distress that their lenders may not be able to offer on 
their existing mortgages. By making a small investment 
into bringing their mortgages up to date or helping them 
restructure their mortgages, we avoid the very costly 
process of foreclosure. This can be accomplished in 
many ways, but the most common include capitalization 
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of arrears or deferring of payments. In more than 80 per cent 
of cases, clients remain current on their payments, even 12 
months after we have completed the workout process. Using 
our Asset Management Program or Real Estate Owned 
Program, we take over the process of selling a foreclosed 
property, a process normally handled by the lender on our 
behalf. Through our highly specialized and dedicated team, 
in conjunction with Genworth Canada preferred lawyers, 
realtors and property managers, we have been able to save 
an average of $15,000 per file.

Q: How successful was your loss-mitigation program in 
2015? 

A: Through the constant evolution of our Homeowner 
Assistance Program (HOAP) and Asset Management 
Program (REO), we continue to be successful in loss 
mitigation. By focusing on 30-, 60- and 90-day delinquencies, 
and through our proactive HOAP, we helped more than 
4,800 homeowners stay in their homes in 2015. Our workout 
penetration for the year was 57 per cent – meaning that we 
were able to intervene and help homeowners avoid default 
in 57 per cent of those delinquencies. In addition, taking 
responsibility for selling distressed properties in our REO 
program allows us to effectively manage those properties 
and make well-informed decisions that save us money. 
Staying proactive with our account managers and our 
customers helped us ensure a steady flow of referrals. That 
continues to be a key factor in our success.
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