
PROGRESS in Lending celebrates two years in operation this July. It’s been a labor of love. A lot has 
changed in the mortgage industry in the past two years and more changes are coming. The PROGRESS in 
Lending Board including (Left to Right) Kelly Purcell, Executive Vice President, Global Sales and Marketing 
of eSigning and eVaulting provider eSignSystems, a division of Wave Systems; Gabe Minton, Senior Vice 
President, Information Services of ServiceLink Corp.; Tony Garritano, 
Founder of PROGRESS in Lending; Roger Gudobba, Chief Strategy 
Officer of Compliance Systems, Inc., which specializes in compliantly 
documenting financial transactions while mitigating the risk surrounding transactions; Michael Hammond, 
President of NexLevel Advisors, which provides strategic services in PR, sales, marketing and social media; and 
Steve Horne, CEO, of specialty servicer Wingspan Portfolio Advisors, LLC, gathered to talk about the inroads 
that PROGRESS in Lending has made in fostering positive industry change and what specific technology 
strategies lenders and servicers need to know in order to succeed in a very trying mortgage market.

Looking 
Ahead Executive Interview



Q: First, now that PROGRESS in Lending has 
been in existence for almost two years, what 
industry impact do you believe it has had?

GABE MINTON: PROGRESS in Lending has 
come a long way in its first two years. 
Using innovative approaches its founder, 
Tony Garritano, has succeeded in creating 
a successful venue for thought leaders to 
express their ideas and opinions. There 
is no shortage of need in the mortgage 
industry for solutions to problems and 
ways to share thoughts and success 
stories. PROGRESS in Lending is a 
great vehicle to do just that.

TONY GARRITANO: Thank you for those kind 
words Gabe. We can all agree that the 
mortgage industry is undergoing massive 
change. Myself and Roger always felt 
that people that care about the space 
and moving the space forward when 
it comes to technology in particular 
did not have a place where they could 
go to talk and brainstorm about true 
technology innovation that solves real 
business problems, not just pie-in-the-
sky technology that’s nice to have. That’s 
why PROGRESS in Lending was formed 
and it’s working. 

KELLY PURCELL: As I see it, PROGRESS in 
Lending provides the human interest and 
the human element behind the “statistics 
and facts” swirling around the mortgage 
industry. I hope that PROGRESS is 
perceived as fun, but meaningful for the 
reader. We need associations like the 
MBA to report on the statistics, as well 
as provide up to date info on what is 
happening on the “Hill” and its potential 
impact to the industry. PROGRESS 
is unique in that many companies and 
individuals have willingly “revealed” 
themselves and shared their opinions 
around difficult topics and discussed their 
successes and failures, ok more success 
than failure, through the platform that 
PROGRESS in Lending has provided. 
Fundamentally PROGRESS has brought 
industry players together in a time 
when the mortgage industry is enduring 

criticism and harsh judgment. We have to 
clarify that “perception” of our industry. 
How do we do that? Together, we as an 
industry, need to improve the mortgage 
process for all mortgage participants 
from the consumer to the investor. 

ROGER GUDOBBA: Simply put, PROGRESS 
in Lending Association was established 
to provide thought leadership to 
lending professionals about strategies 
that will promote process efficiencies 
by emphasizing the importance of 
business and technology collaboration. 
We wanted to provide the means and 
opportunity for anyone, especially our 
army of volunteers, to present their ideas. 
PROGRESS in Lending’s approach 
has been overwhelmingly embraced by 
the industry. But we didn’t stand still. 
We continue to add concepts like the 
Innovation Awards, where we look to 
reward true innovators and encourage 
future innovation, and the Engage 
Program, where we provide a forum for 
many of our viewers to have in-depth 
discussions about real industry issues. 

MICHAEL HAMMOND: I joined PROGRESS 
in Lending to help make a difference in 
the mortgage industry, to interact with 
other passionate individuals looking to 

improve the mortgage process.
PROGRESS in Lending is about get-

ting people to engage and share ideas. It 
doesn’t mean that everyone is going to 
agree with every article or every stance, 
but that’s the benefit of PROGRESS in 
Lending. People can share different ideas 
and strategies about how they are using 
automation to handle the vast challenges 
and opportunities that are taking place in 
the market. It is an opportunity to col-
laborate and solve real industry issues.

Since its inception PROGRESS in 
Lending has experienced phenomenal 
growth. Growth in readership, sponsor-
ship and most importantly interaction 
and collaboration with mortgage industry 
participants. There have been hundreds 
of contributors each providing expert in-
sight while sharing their knowledge and 
opinions. This significantly enhances the 
quality of content and the active discus-
sions that it creates with tens of thou-
sands of industry subscribers.

STEVE HORNE: PROGRESS in Lending 
has given a voice to many concerns 
that previously might have been buried 
amid the day-to-day challenges of the 
mortgage industry. By creating a forum 
for logical discussions on technology 
and other ways to improve the future of 
the business, the good ideas that rise to 
the surface are more likely to be acted 
upon and made into reality. PROGRESS 
in Lending is the perfect place for 
futurist discussions that lead to fruitful 
improvements.

Q: Now let’s talk about the future of mortgage 
lending. Roger, in this compliance-heavy 
environment, what types of solutions should 
lenders be looking to in order to mitigate risk?

ROGER GUDOBBA: For years I have said 
“It’s all about the data.” Starting with the 
data standards framework from MISMO, 
the interchange between systems and 
partners, both internally and externally, 
now we have a common language for 
communication. A report from the 
Gartner Group back in 1996 stated: 
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“I sincerely believe that 
quality data leads to 

quality loans, and that 
is the most important 

concept for lenders  
to be aware of  

going forward.”
— Roger Gudobba,  

Compliance Systems, Inc.

“Lenders can get the 
greatest benefit by 
keeping their eyes  
and ears open to  
what is going on 
 around them.”
— Gabe Minton,  
ServiceLink



“The key to thriving in a competitive 
marketplace is staying ahead of the 
competition. Making sound business 
decisions based on accurate and current 
information takes more than intuition. 
Well-designed Business Intelligence 
applications can give anyone in your 
company the ability to make better 
decisions by quickly understanding 
the various information assets in your 
organization and how these interact with 
each other.”

Lenders need to develop a rolling 3- 
to 5-year plan for technology implemen-
tation, and they need to review and make 
adjustments to that plan each year as new 
technology solutions evolve. Some of the 
most innovative ideas in mortgage tech-
nology have surfaced in the last 2 years. 
Lenders need to embrace technology that 
will interact seamlessly and effortlessly 
with their current technology solutions.

Q: Kelly, data security is a big concern for lenders. 
What can you tell lenders about how best to 
protect any private and personal information? 

 
KELLY PURCELL: It’s no joke, lenders and 
servicers alike have to be very serious 
about the delivery of any document 
containing what is commonly referred to 
as PPI or Private, Personal Information. 
Unless your company is providing 
secure delivery, and some states require 
that information be encrypted upon 
sending, you are probably in some type 
of violation. That’s the truth. What 
does a violation mean? Well, it means 
a lot. If that customer information is 
somehow compromised, tremendous 
fines and penalties can be levied on the 
company. I suggest that every lender and 
servicer have a conversation with your 
IT staff or any vendor that is managing 
documents with customer PPI to ensure 
compliance.

Q: Great point Kelly. As we talk about compliance, 
as you see it Gabe, what are you paying most 
attention to from a regulatory standpoint?

GABE MINTON:  There is a lot to pay attention 

to from a regulatory standpoint. So much 
that it can be overwhelming in fact. If I 
were to attempt to highlight some must-
know areas right now I would say the 
Consumer Financial Protection Bureau 
(CFPB) is something that everyone 
needs to be watching. Now that a director 
has been appointed, the organization 
is mobilizing on multiple fronts. As a 
settlement services provider, we are 
closely watching the updates to RESPA 
and TILA. Originators are watching 
the definition of the term Qualified 
Residential Mortgage. This is just the 
beginning...

Q: Another trend that people are paying close 
attention to is social media. Michael, what impact 
does social media have in driving demand?

MICHAEL HAMMOND: Social media is 
revolutionizing the manner in which 
companies are connecting with their 
prospective clients, including the nature 
of business-to-business interactions. 
Millions of individuals and business 
professionals each day are searching 
online for answers they need most. 
People are looking for information, yes, 
but they are also looking to connect with 
other people and companies. 

From searching for products and ser-

vices, to sharing success stories, decision 
makers are leveraging the Internet to 
make informed decisions. They are seek-
ing companies that come recommended 
and ones they can trust. All of this activ-
ity has social underpinnings, but are you 
seizing the social media opportunities 
that are present and continue to grow?

Social media is also part of the mo-
bile revolution. If lenders want to win the 
battle for the borrower, than they must go 
to where these potential borrowers are at. 
And that is on social media networks.

Q: What is the future of servicing technology in 
your opinion?

STEVE HORNE: Servicing technology 
provides the only means for the industry 
to hope to keep pace with the demands 
of the current environment. Primary 
servicers are often limited by legacy 
technology that is accustomed to 
yesterday’s problems. Newer companies 
like Wingspan, built specifically to 
handle the challenges of this crisis, are 
using technologies that weren’t dreamed 
of a decade ago. And these technologies 
are evolving swiftly to eliminate 
transactional friction in servicing, from 
resolving delinquencies to finding 
non-foreclosure alternatives in default 
situations, like short sales that take a few 
weeks instead of several months. The 
future of effective servicing and that of 
servicing technology are closely linked.

Q: Tony, you talk to several lenders and servicers. 
In your opinion, has their outlook on technology 
changed recently?

TONY GARRITANO: I think it has. I’ve been 
covering financial services for over 
10 years now. I’m getting old, I guess. 
Honestly though, the mortgage meltdown 
was a wake-up call. Initially I think there 
was a lot of shock and awe. Lenders and 
servicers just came to a screeching halt 
in 2008 and early 2009 when it came to 
launching new technology initiatives. As 
the industry is inundated with new rules 
and regulations, there is more immediacy 
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“How borrowers look  
for and obtain a 

mortgage has shifted 
so it is critical for 

lenders to understand 
these shifts.”

— Michael Hammond, 
NexLevel Advisors

“Lenders and servicers 
alike have to be very 
serious about the 
delivery of any document 
containing what is 
referred to as PPI.”
— Kelly Purcell,  
eSignSystems



behind adopting technology. Lenders 
and servicers are literally being forced 
to come into this century when it comes 
to automating core processes. A lot of 
incremental innovation is happening right 
now. If we hold this same roundtable five 
years from now I think a lot will have 
changed. I’m encouraged.

Q: Looking ahead, there’s been a lot of talk about 
technologies like e-signatures, e-delivery, mobile 
technology, single point of contact around 
servicing, etc. Where can lenders and servicers 
get the greatest benefits when it comes to new 
technology adoption?

KELLY PURCELL: There is no cookie cutter 
answer here. Any company must look at 
their business/customer processes and 
determine where they are most vulnerable. 
Is it operational inefficiencies, regulatory 
compliance or sales related? What I see 
a lot of in talking with companies is 
the “rogue” agent, could be loan, title, 
servicing, insurance you name it, putting 
the company at risk by choosing to e-mail 
out sensitive documents as attachments. 
From there, the customer is filling in 
this information and e-mailing it back. 
Everyone needs to understand that this is 
a very inefficient, non-compliant process 
that at least 70% of companies today 
have people within their organization 
doing on a daily basis. 

As I see it, e-delivery is one answer 
for the simple correction of document 
presentment. 

STEVE HORNE: Certainly single point of 
contact (SPOC) is an obvious place to 
start for servicers, particularly as the 
Consent Orders mandate requirements 
for SPOC among servicers. It is a tough 
thing to create out of thin air for many 
of the larger servicers who have used 
organizational models over the years that 
do not lend themselves well to SPOC. 

But technology can help the industry, 
and servicers are being moved to single 
point of contact by their regulators. 
Mobile technologies make a great deal 
of sense to servicers too, especially in 

coordinating and documenting field 
services on great numbers of owned 
or defaulting properties. The servicing 
industry has seen how problematic paper 
can be in creating and implementing 
effective loan modifications, so electronic 
alternatives are the logical place to 
improve the status quo. 

E-modifications delivered and 
executed instantly have great potential 
for improving success rates. 

TONY GARRITANO: The key message is for 
lenders and servicers to act. Inaction will 
get you nowhere. In all my time covering 
this space I have never heard anyone say 
that they regretted getting rid of paper 
in favor of a more automated process. 
Nobody says, “Please give me back the 
paper, I hate saving money and gaining 
efficiencies.” But if you don’t act, even if 
it’s just to automate a small part of your 
process, you’ll never know.

ROGER GUDOBBA: Lenders and servicers 
alike need to take a holistic view of their 
overall needs and build a specific plan 
on how to efficiently execute or satisfy 
those needs. 

Every lender probably has already 
implemented some of these technologies, 
so their needs and priorities differ from 

lender to lender. The key point is to 
ensure that any new project will mesh and 
blend with all their existing technology 
solutions. 

Too often, the industry tends to react 
to their current concerns with little or 
no regard to how that fits overall with 
their long range plans. Adopting and 
actually implementing a holistic view 
has never been more important given the 
rapid changes in innovative technology 
solutions now available.

MICHAEL HAMMOND: From my perspective, 
2012 will continue to see the “battle for 
the borrower” rage on. With origination 
volumes declining, being confronted 
with thin margins and the constant influx 
of new rules and regulations, lenders can 
often get so bogged down with these 
issues that they lose sight of what it takes 
to drive new business.

Times have changed. How borrow-
ers look for and obtain a mortgage has 
shifted so it is critical for lenders to un-
derstand these shifts. Borrowers are on-
line, they are mobile, social and demand 
information instantly. 

If we put everything into context, with 
5 billion mobile subscriptions worldwide, 
that eclipses the combined penetration of 
PCs, landlines and TVs. It may be the 
most sweeping set of media of our time. 
Lenders need to align their products and 
services with this permanent shift that 
mobile is driving or risk their relevance 
in a world forever changed by anytime, 
anywhere, always on-media.

GABE MINTON: Lenders can get the greatest 
benefit by keeping their eyes and ears 
open to what is going on around them. 
Not only will they be ahead of the curve 
when it comes to the technology adoption, 
regulatory, or compliance updates, but 
they will also see the latest and greatest 
solutions that have been created to solve 
business problems they might have. 
E-signatures and mobile technologies 
are examples of possible solutions that 
can be employed to solve their business 
problems, but it doesn’t stop there. ❖
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“A lot of incremental 
innovation is happening. 

If we hold this same 
roundtable five years 
from now I think a lot 

will have changed.”
— Tony Garritano,  

PROGRESS in Lending

“E-modifications 
delivered and executed 
instantly have great 
potential for improving 
success rates for all 
types of modifications.”
— Steve Horne,  
Wingspan Portfolio Advisors


