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Meeting Investor Needs Via New Technology 
Management Innovation: Technology 
 
RIHousing launched our subservicing business line – Mortgage Servicing Solutions – at the beginning 
in 2017. In our 20 years of servicing loans, this was our first venture into the role of subservicer. In 
launching this new business line, we had to develop a new tool to meet investor needs. 
 
New Business Line, New Technology 
When we decided to launch our subservicing effort, we identified several key areas where 
technological improvements would need to be developed to respond to investor needs. We had 
been using Black Knight as our servicing platform since 2006 and connected with our vendor 
representative to review and discuss options available to us. Based on our discussions and identification 
of subservicing goals, they were able to suggest a technology tool (Web Direct) traditionally utilized by 
third-party vendors for audits that could be utilized in a non-traditional role to meet our needs. 
 
This web-based tool would allow us to meet both our agency and customer objectives while 
also seamlessly integrating this new technology tool into our existing servicing platform. 
Initially, our main goal was to provide investors with access to loan level data in our subservicing 
portfolio. During the collaboration, we realized that the new technology tool would allow us to do 
much more. 
 
Dynamic Dashboards and Reports 
The new technology provides our customer with real-time access to critical loan portfolio data within 
the servicing system to help forecast and monitor performance. It offers robust analytics, enabling our 
customer to proactively manage operations through key performance indicators. 
 
Data at our Fingertips 
The new web-based application tool gives investors the ability to: 

• Review loans in real time 

• Access additional levels of critical information on loans and customers 

• Provide 24/7 access to this information 
 
Improved Financial Performance 
A robust platform would allow us to make more informed decisions and increase opportunities for 
growth with access to sophisticated data and analytics.  
 
Reporting Details 
Available information for investors include: 

• Collection notes 

• Last insurance/real estate tax paid should we just say escrow activity 

• Corporate advances on their behalf 

• Payment histories 
 
Outcomes 
Previously, we were limited to daily static reporting we could share with investors. Not only were we 
limited with the kinds of reports we could produce from our existing infrastructure, but those we could 
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produce were “canned reports” that did not meet the needs of the investor. Additionally, the creation 
of reports required a significant level of Agency and customer staff time to create and pull the required 
levels of data. 
 
Dynamic Loan Views provides simple, easy access to loan information, filtering criteria to ensure users 
have access to only the loans they need to carry out their assigned business functions. Specialized fields 
can be created to view data elements based upon investor needs. No specialized training has been 
required and we avoided the need for costly development for new systems. 
 
Reduce Costs 

• Robust automation increases employee productivity and streamlines back office operations 

• Functionality to manage tasks more efficiently 

• Extension of existing servicing system simplifies operations and decreases IT costs 

• Provides Agency ability to customize data presentation without programming cost 
 
Mitigate Risks 

• Continually enhanced to support regulations 

• Single system to service various loans and servicing and subservicing portfolios reduces 
compliance and risk complexities 

• Flexibility and scalability to quickly adapt to changing requirements 

• Enables customer to continuously monitor sub-servicer and portfolio performance 
 
Benefits to Investors 

• Gain insight into RIHousing’s servicing operations and our performance as a sub-servicer 

• Able to monitor effectiveness of our performance on a daily basis as well as over time 

• Helps investors better manage their portfolios.  

• Monitor loans in their portfolio in real time, with both granular and comprehensive data 
sets 

• Platform helps make our servicing data easier to access, understand and act upon 

• Staff time saved in requesting data and reporting, access to simple online, web-based tool with 
multiple reporting modules 

• Able to view the loan as if they are servicing it themselves 
 
Benefits to RIHousing 

• More efficient, productive and compliant across entire organization 

• Reduces administrative work load 

• Reduces amount of staff time answering questions and reporting data to the investor 

• Gives staff more time to service loans and support mortgage holders 

• Have a comfort level with Black Knight technology; new platform required little training for 
staff and we receive 24/7 support from vendor 

• Use of one central, comprehensive platform for mortgage servicing 

• Provides ability to segregate our loans from subservicing portfolio 
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Why Meritorious 
We were able to implement at program launch a smart business tool, not common in the 
marketplace. By utilizing a technology platform offered by an existing vendor, we were able to offer 
the tool with the roll out of subservicing and required little staff training or support from our IT 
department to do so.  
 
We are able to provide top-notch services and responsiveness to our investors while also 
increasing operational efficiency. Additionally, the system addresses regulatory requirements, 
improves risk mitigation, and allows us to manage non-performing loans through full integration with 
default solutions. The new technology augments how we sub-service loans and is a valuable tool for our 
customers. 
 
What could have been a bumpy launch to a new business line was a seamless transition for our 
staff that allows us to provide excellent customer service to the investor.  
 
 

 
 
 
 
 
 
 
 
 
 
 
 

“Web Direct provides MaineHousing’s staff with real time access to our customer’s loan data.  Having information 
readily accessible to MaineHousing has improved our ability to provide greater oversight of our portfolio. We are able to 
see customer notes and collection logs, application of loan payments, handling of escrow related matters, etc.  We have the 
ability to trouble shoot problem situations with our customers without any delays.  This results in a more positive 
experience for our customers and MaineHousing staff.”   
 

-- Bobbie Jo Marcoux, Loan Administration Manager, MaineHousing 



 

Screenshot: Loan History with Menu Tree 1 
 

Shows basic screen shot of a Payment History and the menu tree of the available workstations 
 
 

 
  



 
 

Screenshot: Loan History with Menu Tree 2 
 

Same screen shot, expanded to show more data on a transaction 
 

1. Expands the workstation to show the available screens 
2. Export Options: ability to export the history to Excel  
3. Export Options: ability to export the history to a PDF. 
4. Options to expand and collapse for more data 

 
 
 

 
  



 

Screenshot: Escrow Screen 
 

Screen shot shows year-to-date information on Real Estate Taxes, Hazard Insurance, Mortgage Insurance, and Escrow Analysis. In our Black Knight 
system this one screen shot is 4 different workstations and 6 different screens. Web Direct combines them all into one view. 
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