
Are You Cutting Corners?

Servicers can use a proactive workflow 
system to help them determine if there are 
bottlenecks in their processes.
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Unforeseen Burdens

Unforeseen increased procedural burdens pose major challenges for today’s servicers who need to 
evaluate large pools of troubled loans for various retention workouts. Requirements associated 
with government criteria or regular refinances, as well as those created by investor-supported 

workouts, add significantly more time to the assistance evaluation process. Additional documentation, 
various evaluation criteria and complexities of workflow each contribute to this unexpected burden. 
Servicers must now manage all those issues while still managing their portfolios of loans that are not in 
jeopardy of defaulting. These unforeseen constraints take their toll on a servicer’s process unless they 
have flexible technology that provides them the necessary agility for the current financial climate. 

With increasing complexity surfacing in the industry, every mortgage servicer is now challenged with 
how to handle these burdens and the other added responsibilities while also keeping overhead minimal 
to maintain the historic profit margins. There are no simple answers for dealing with unanticipated 
burdensome responsibilities. Before the uptick in default loan servicing volume, servicers could manage 
defaults as they arose, and these burdens tended to be a small fraction of the business, usually about 

four to six percent range. Also, the average time 
to resolve these problems was much shorter as 
compared to today. Historically, when buying the 
servicing rights of loans, servicers used established 
references of potential delinquencies to calculate 
the cost of doing business. Unfortunately the 
recent economic meltdown has added substantial 

complexity to that traditional model; therefore creating more unexpected work for the servicers. 
The need for additional security further exacerbates doing business in this new climate. With the 

flood of work besieging servicers, ensuring that borrower information is safe is imperative. The proper 
use of technology—especially innovative technology—will allow servicers to decrease the amount of 
time they need to contribute to information vulnerability and quality control issues. 

For example, servicers can use a proactive workflow system to help them determine if there are 
bottlenecks in their processes (gathering information from borrowers) or if they should focus their 
efforts on eliminating impediments that may be out of their control, such as borrower response. 
Reports can show if their borrower communication program needs to be improved. 

Over the years, servicers have made substantial technology investments to create process efficiencies; 
however, those systems cannot handle the current challenges. To optimize the investment in their current 
technology, servicers must honestly assess any possible limitations their existing systems may have and 
consider integrating newer, open architecture technology. Open architecture allows servicers to cover 
gaps in their current technologies and provides them with the much-needed tools to survive and flourish 
in this new ever-changing world. Although implementing a new system may seem like a daunting 
process, it is more advantageous than losing efficiencies that can ultimately cost even more money 
and time. Ultimately, servicers need to consider the importance of technology’s role in improving 
productivity of their existing workforce without the need to increase expenditures. ❖
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