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Goal

“We believe helping 
borrowers get on a 

path to financial 
success is the heart of 
responsible lending.”

Cara Heiden, 
division president, 
Wells Fargo Home 

Mortgage

“Through Steps To 
Success, we will be 

providing tools to help 
customers improve their 

financial situation.”

Tom Shippee, 
president and 

chief executive 
officer, Wells 

Fargo Financial
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Foundation

Our principles include
– Informed choices
– Approving applications for loans 

only if we believe the borrower has 
the ability to repay

– Customer benefits from the loan
– Prime pricing options to all first 

mortgage consumers whose loans 
qualify for such pricing

– Appropriate loan pricing
– Caps on total of origination and 

lender fees
– Limits on prepayment fees
– Preserving homeownership
– Promptly managing customer 

issues and inquiries
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History

April: 30,000-plus customers part of Steps To 
Success;  program expanded 
May: Early positive results

2007

June: Announced at first Wells Fargo National 
Housing Symposium
October: Available to customers nationwide
December: Public announcement

2006

Steps To Success under active development2005

Responsible Lending Principles created2004
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How It Works

Loan Officer Meets the Consumer

Welcome Letter

30-day Outreach

Program Fulfillment

1-year Recognition
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Elements

1

2
Tools and advice: easy, 

free, bilingual

3
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Early Results

Automatic 
mortgage 
payment 

programs:1

37%

Delinquencies 
among those in 

program:1

Hands on 
Banking 
unique 

visitors:2

100%
plus

1Comparison from a large sample of nonprime customers since October ‘06
2Growth from April ’06 to April ’07; reflects variety of efforts
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Support

“Steps To Success ensures 
borrowers are treated fairly 
and responsibly, and then 

provides them with 
information and tools to 
help them make lasting 
improvements in their 

financial situation. We hope 
other lenders follow Wells 

Fargo's lead…” 

John Taylor, 
president, National 

Community 
Reinvestment 

Coalition

“I applaud Wells Fargo’s 
Steps To Success program 

because it ensures that their 
customers understand the 
loan they purchased and 

helps them make informed 
decisions that will go a long 
way in helping them stay in 

their home.”

Frances Martinez-Myers, 
chairman, National 

Association of Hispanic 
Real Estate 

Professionals


