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If we are honest, in many cases, the technology landscape in the financial services 
industry includes redundant, inefficient and incompatible systems that are increasingly 
costly to maintain. This is very much the case when it comes to servicing operations 

and they need new technology the most these days. 
Although the servicing system that many have in place 
now might work, the productivity improvements, potential 
FTE redeployments and ability to support a more diverse loan portfolio resulting from 
consolidating loans can dramatically offset the cost of converting to a newer technology. 
Joe Dombrowski, a 25-year servicing veteran now Chief Mortgage Strategist at Fiserv, 
breaks down the best options for servicers looking to modernize and be more efficient.

Executive Interview
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Servicing
Joe Dombrowski of Fiserv talks frankly about what servicers need to 

do today in order to really excel under difficult conditions.

The State of
Servicing



Q: What impact will HARP 2.0 have on the 
industry?

JOE DOMBROWSKI: I am optimistic that 
the HARP 2.0 program will not suffer 
from some of the same issues that the 
original HARP program, introduced in 
2009, experienced. The original program 
was intended to give certain underwater 
borrowers, who were not delinquent, a 
way to alleviate some of their burden. Too 
few borrowers ended up being helped by 
that program. 

By contrast, HARP 2.0 removes 
the original loan to value ration cap of 
125%, allows for some prior delinquent 
payments, reduces some refinancing fees 
and extends the program eligibility date. 
Some say that HARP 2.0 has the potential 
to involve nearly three million refinances.

That amount of refinancing is 
encouraging news, yet would have a mixed 
effect on the industry. While it won’t 
bring back origination levels appreciably, 
it will help to eliminate a potential default 
wave. I urge lenders to review potential 
HARP 2.0 candidates in their servicing 
portfolios and reach out to educate and 
assist borrowers on the program specifics. 
Although it may seem counterintuitive to 
potentially lose a borrower who pays on 
time, I think that you will end up with a 
far more secure borrower who can better 
weather challenges down the road – like 
income loss or other default-inducing 
events.

There are still some problems to be 
worked out with the program mechanics. 
For instance, there is some confusion if a 
loan with mortgage insurance can be eli-
gible for HARP. MGIC has said that some 

lenders are refinancing loans with mort-
gage insurance under the HARP program. 
Loans with pool MI insurance may not be 
eligible. There is also some concern over 
the impact to mortgage bonds since refi-
nancing en masse can wreak havoc with 
estimated prepayment ratios. These issues 
will need to be addressed as we see more 
interest in the HARP 2.0 program and 
other refinancing efforts designed to put 
some life back into the market.

The revisions recently announced 
for HAMP, HARP’s cousin, should also 
boost participation in that program since it 
appears to broaden the pool of borrowers 
that can be assisted.  Along with most of 
the industry, I look forward to the details 
when they come out later this spring.

Q: How can servicers use technology to prevent 
workouts from going sour again?

JOE DOMBROWSKI: Servicers are using 
technology tools in a number of creative 
ways in tandem with customer service 
efforts. The combination of touch and 
technology can prevent workouts from 
failing. Technology and expertise enable 
servicers to focus on communications 
management; iterative workout eligibility; 
and post-workout tracking and reporting.

Communication management is more 
than just applying technology to a sin-
gle point of contact (SPOC) or upgrad-
ing phone systems. We still hear stories 
about borrowers who have faxed, mailed, 
walked in and hand delivered documents 
only to be told to resend, refax and re-
turn. I am hearing this directly from peo-
ple I know going through a short sale or 
working on a modification.  

The proper technology can ensure 
documents are handled in a highly 
organized and electronic fashion, which 
can certainly eliminate the borrower 
frustration. I can recall from my own days 
working for a loan servicer that chaos can 
ensue when borrowers, attorneys, real 
estate agents send and resend documents 
hoping that one set finally makes its 
destination. The solution to the deluge 
of documents and missing paperwork 
has been around for quite some time 
in the origination world – document 
management needs to be digitized and 
include processes that are paper free.

Servicers should be taking advantage 
of the same powerful tools to digitize 
inbound paper and faxes, track email 
communication, even store recorded 
borrower phone calls. This technology 
can be tightly integrated into an 
organization’s servicing system of record 
and its default management tools to track 
missing documents; to provide automatic 
replies to borrowers who are missing a 
document or have insufficiently executed 
a document;  and to prompt the servicing 
staff when human interaction is needed.

Tying all document management into 
borrower-facing communication channels 
– phone, web, text and correspondence 
—makes the process more transparent, 
which reduces the burden on servicers 
and helps to improve the borrower’s ex-
perience. The communication also has to 
extend beyond just getting the right docu-
ments and information upfront – it has to 
continue through the potential re-default 
period post-workout. This means contin-
ued communication with a borrower for 
a period of time, starting with the work-
out eligibility and execution all the way 
through performance (for retention work-
outs). The servicing platform can help 
with automated phone messages remind-
ing borrowers about upcoming payments, 
thanking them when a payment has been 
made, reminding them of workout stages 
such as trial modification periods, and 
explaining that the benefit of the workout 
is to help them keep their homes. These 
are all critical components of an effective 
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post-workout communication program. 
This positive reinforcement will help keep 
a workout from failing due to indifference 
or inertia on the part of the borrower.

Of course, the risk of changing bor-
rower circumstances is always at play 
– loss of a job, increased expenses, 
changing family circumstances. Beyond 
just tracking payments made on time, 
potential changes to the information 
gathered during the eligibility decision 
period can also help the servicer reach 
out to the borrower. 

An example of this is when a compa-
ny has announced mass layoffs or a plant 
closing. When this news is received, a 
servicer can identify borrowers that have 
stated they are employees of that compa-
ny. Servicers can leverage the employer 
information and reach out to borrowers to 
determine how affected they may be. All 
of this can be done in a highly automated 
and cost-effective manner using technol-
ogy available today. 

Another broader approach would 
be to compile detailed information on 
workouts, borrowers, and post-workout 
performance and use analysis of that data 
to predict future workout failure at the 
account level. This approach requires data 
warehousing and the ability to employ 
business intelligence tools to report on 
trending and determine the recommended 
course of action.  

Q: How can servicers use technology to help them 
facilitate a more meaningful relationship with a 
borrower in trouble?

JOE DOMBROWSKI: Technology can facilitate 
strong borrower relationships in the same 
way we all use technology to keep in touch 
with friends, family and other people we 
care about. You still want some face time 
with loved ones from time to time, but be-
tween get togethers, Facebook messages, 
emails and texts keep the conversation go-
ing and reinforce the bond. 

Social media and smartphones attest 
that we have people we can count on at 
any given moment. It’s the same with bor-
rowers. Especially if they are in trouble, 

they need to know that there is someone at 
the servicer who can help them and who 
understands their particular situation. 
Technology can help servicers understand 
a borrower’s situation very quickly by re-
capping prior interaction. 

Servicer personnel should be aware of 
the last several contact points, the nature 
of the contacts, the results of the contacts 
and if there is any pending follow up. 

Q: Studies consistently show that more money is 
spent on origination technology over servicing 
technology. Why do you think that’s the case?

JOE DOMBROWSKI: More money is spent on 
origination technology for two reasons. 
First, origination systems tend to adopt 
new technology quickly to help lenders 
obtain more market share and drive 
efficiencies. This technology shift, in 
turn, drives a larger overall spend on 
origination technology. Second, there 
is a lower barrier to change to a new 
origination system.

Changing a servicing system usually 
involves a conversion of data, which can 
add to the cost and perceived risk. This 
usually means the decision to change a 
servicing system is much more involved 
than the decision to change an origina-
tion system.

I do predict that things are changing. 
Financial institutions are considering 
the importance of any technology that 
keeps borrowers close to the institution. 
Although the servicing systems a financial 
institution has in place today might work, 
the productivity improvements, potential 
FTE redeployments, and ability to support 
a more diverse loan portfolio in tandem 
with a better life of loan experience for 
the borrower could provide a substantial 
return on the investment of converting to 
a newer technology. 

Q: Talk a little bit about what’s next at Fiserv 
when it comes to perfecting existing servicing 
technology and rolling out new tools?

JOE DOMBROWSKI: Fiserv is excited about 
continuing on a path we began a few years 
ago. Our LoanServ platform empowers 
financial institutions to manage data and 
system behavior with easy-to-use tools 
for all types of loans, not just mortgages. 
LoanServ is tightly integrated with our 
full complement of paperless lending 
technology that includes electronic docu-
ment management, electronic document 
presentment and e-signature tools in addi-
tion to our data warehouse. We will con-
tinue to refine workflow automation and 
leverage the rules engine resident within 
LoanServ to accommodate frequent GSE 
and government program changes. We 
also look forward to how mobile and tab-
let technology will affect borrowers and 
servicing staff.

Q: Lastly, as you see it, describe the servicing 
platform of the future.

JOE DOMBROWSKI: The servicing platform 
of the future will be a component set of 
services brought together in real time 
with a user interface that allows each user 
to shape their experience and adapt to 
changing needs without programming.

The future brings additional changes 
driven by the search for cost reduction, 
productivity improvement, transparency 
and investor as well as borrower 
demand. ❖

Industry PredIctIons
Joe Dombrowski thinks:

1In the short term we’ll see continued 
sluggishness in lending, influenced by 

more foreclosures coming onto the market, 
insecurity about home prices and the 
presidential election season. 

2 In the midterm we’ll see that op-
portunity exists for loan servicing 

specialization. Look for special servicers 
to prosper with smaller, more defined, 
portfolios.

3 In the long term look for quite a num-
ber of new names in the industry as 

long-time participants exit and new ones 
enter.
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