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There are five main reasons technology and 
special/component servicing go together:

Technology is pervasive in modern 
life. Our love/hate relationship with 

it means that we constantly poke fun at 
the machines that both run our lives and 
make them easier. But there is little doubt 
that technologies like smartphones and 
social media are here to stay, and their 
impact on society is profound. The ma-
chines seem to be taking over our lives, 
particularly as we see teenagers with 
their faces buried in the screens of mobile 
devices, oblivious to the world around 
them as they instantaneously (and ironi-
cally) communicate with hundreds of 
people on Twitter and Instagram.

TECHNOLOGY 
PUTS THE 
“SPECIAL” 
IN SPECIAL 
SERVICING



Still, there are remarkable examples 
of how technology and human effort 
work together to accomplish great 
things, and the special/component 
servicing business sees them every 
day. Without technology, many more 
families would have suffered the 
nightmare of foreclosure during the 
mortgage crisis. Indeed, the recovery 
would have been even slower than its 
already disappointing pace. In many 
ways, technology puts the “special” in 
special servicing – but it needs able hu-
man users to realize its full potential.

About a hundred years ago, author 
and philosopher Elbert Hubbard wrote, 
“One machine can do the work of fifty 
ordinary men. No machine can do the 
work of one extraordinary man.”  The 
servicing industry’s approach to the 
rising tide of mortgage delinquencies 
in the latter years of the last decade 
was to use ordinary measures, because 
that’s all that was available to them at 
the time. The prevailing technology 
was basic and designed to handle oc-
casional delinquencies, not waves of 
them. When delinquencies mounted, 
the technology couldn’t keep up, and 
the results were far from satisfactory. 

When Wingspan Portfolio Advi-
sors came on the scene in 2008, it 
brought with it not only a new servic-
ing approach; it also adopted a new 
technology approach that had distinct 
advantages over other designs. Using 
a central data warehouse, for example, 
had the benefits of having a place 
for everything and everything in one 
place. Most of the traditional servicing 
legacy systems consisted of multiple 
data repositories and added-on layers 
of software that bridged gaps created 
in mergers and acquisitions over time. 
Many still do. Without legacy sys-
tems to contend with, Wingspan has 
been able to implement its high-touch 
methods with unfettered efficiency. 
Our technology approach has also 
empowered a formidable resource: the 
individual loan resolution specialist.  

A highly trained person armed with 
effective methodology is a game-
changer. Give them the tools and em-
power them with the authority to act, 
and they will amaze you with their 
achievements. Finding people who 

are empathetic, smart and eager to find 
solutions is the key to success in the 
industry’s most difficult segment, and 
great technology can never replace 
them. Instead, it enables them to suc-
ceed by putting the information they 
require at their fingertips.

There are five main reasons tech-
nology and special/component servic-

ing go together like words and music:
Everything needs to be accessible. 

When working with distressed bor-
rowers, it is sometimes difficult to 
get them on the phone, so when you 
do, you need to maximize the op-
portunity. Technology can betray 
you here: people beset by collection 
agents recognize the delay when they 
answer the phone as an auto dialer in 
use. We don’t use them because the 
last thing we want to do is seem like 
a bill collector. When we initiate a 
call, we want to make it meaningful, 
nonthreatening and productive, and 
our technology puts all the borrower’s 
information on the specialist’s screen 
to call upon as needed.

Everything needs to be immediate. 
We want to accomplish as much as 
possible with each conversation, so 
our information has to be current and 
immediately available, whether it has 
to do with payment histories, prop-
erty values or credit ratings. We often 
have to reference property trends in 
the borrower’s area in order to point 
out positive improvements that are 
occurring. Having access to the most 
up-to-date information can mean the 
difference between success and failure 

in obtaining lasting and sustainable 
loan modifications. Sometimes the 
information that can help comes from 
a non-obvious source, such as a recent 
news story about a new assembly 
plant or factory opening up in the area, 
one that will drive jobs and housing 
demand. All kinds of information can 
affect success in handling distressed 

loans, and it has to be current.
People won’t make decisions with-

out data. People make emotional, 
impulsive decisions all the time, but 
it is rare in our business that commit-
ments will be made without data to 
back them up. For example, it is true 
that people have highly emotional 
investments in their homes that have 
nothing to do with finance. This is in-
credibly important, something Wing-
span’s methodology calls “psycho-
logical equity.” While our experience 
has shown us that it is a main driver 
in understanding why and how much 
a borrower wants to keep the family 
home, it needs to be backed up with 
data from the loan resolution special-
ist. If they can accurately portray 
the area as seeing positive signs for 
stabilizing values in the foreseeable 
future, a negative equity default can 
be modified with a workable payment 
plan. Without good data to back up 
the commitment to stay, the transac-
tion has far less of a chance. Another 
example might be access to informa-
tion that helps foster a discussion 
on how costly rentals will be versus 
staying in the home. Most families 
want the single-family home life-

When delinquencies mounted, 
the technology couldn’t keep 
up, and the results were far 
from satisfactory. 



style, and with the right data on hand, 
comparisons can be made available 
during a call that can produce a posi-
tive outcome.

People need time. In our experience, 
you simply cannot rush a process that 
is highly charged with both emotion 
and long-term financial repercussions. 

Whether dealing with outbound or 
inbound calls, we never hurry the con-
versations and have learned that the 
longer we’re able to talk with borrow-
ers, the greater the levels of trust that 
can be established. This was a radical 
approach when Wingspan started, 
and perhaps the one most in conflict 
with traditional servicing models. For 
special and component servicers, it is 
less a numbers game than it is one of 
depth; superficial calls, where empa-
thy is sacrificed for time, are harmful 
to our cause. The more information we 
have available for each contact via our 
technology, the greater our chances 
for having long and productive phone 
calls. We take great pains to establish 
early on that we are not calling to nag 
borrowers, but rather are seeking to 
find ways to keep them in their homes. 
Once we learn enough about their eco-
nomic realities and their non-financial 
investments in the home, we can make 
real progress in retention efforts.  This 
takes talent, patience, empathy and 
time – supported by information and 
the technology to deliver it where it is 
most needed.

Technology enables empower-
ment, and empowerment leads to 
success.  This is not what the techies 

call a “squishy” concept that hinges 
on something from a motivational 
speech. The empowerment here 
means that the “boots on the ground” 
who work directly with borrowers 
need to be able to make decisions 
on the spot. Our technology makes 
this happen by creating economic 

scenarios for borrowers that are pre-
approved within investor parameters, 
therefore requiring minimal steps be-

fore creating executable agreements. 
Consider this example: a borrower is 
defaulting because of a job interrup-
tion, but is training for a new career 
while working one or more part time 
jobs. Consistent income is established 
that is realistically sustainable, and 
with other sacrifices that would sup-
port property taxes and insurance, the 
amount falls within investor mini-
mums. The resolution specialist can 
send an electronic document that can 
be e-signed immediately while on the 
phone and returned. A commitment 
is executed without the doubt and 
waffling that always seems to occur 
when a mail or courier-involved time 
lag is necessary. The right technol-

ogy and approach include the ability 
to empower the person closest to the 
transaction to create positive results.

These days, few things are possible 
without technology; more often it 
seems that everything is possible with 
great technology. While futurists will 
have us believe that machines will be 
doing everything for us one day, it is 
more probable that for the really hard 
things, knowledgeable professionals 
will remain in the driver’s seat. Actual 
driving may be different – if you be-
lieve Google, it will be doing that for 
us. But using Google to access data 
that live people need to help families 
stay in their homes will not be chang-
ing anytime soon.

Technology is doing something else 
for special servicers, too, at least for 
Wingspan Portfolio Advisors. Where 
once we were best described as “spe-
cial and component servicers,” we are 
more accurately described today as a 
“diversified industry outsource pro-
vider.” This has been an evolutionary 
step that was facilitated by technology 
as well as methodology. It made great 

sense for many banks and servicers to 
expand their use of our resources into 
other areas, particularly as their own 
needs changed and it was less advan-
tageous to keep large staffs. For about 
800 of these staff members who mi-
grated to Wingspan over the last year, 
their roles changed little and their em-
ployment was uninterrupted.  

How does this sort of adaptive scal-
ability work in the real world?  Actu-
ally, it worked seamlessly, thanks to 
our technology.  Fifty machines may 
not be able to do the work of one ex-
traordinary person, as Elbert Hubbard 
said, but when you put great machines 
together with great people, the results 
are nothing short of amazing. 

The right technology and approach 
include the ability to empower the 
person closest to the transaction 
to create positive results.
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